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The Honorable Mark Miller, Co-Chair
Joint Committee on Finance

317 East, State Capitol

Madison, Wi 53702

The Honorable Mark Pocan, Co-Chair
Joint Committee on Finance

309 East, State Capitol

Madison, W1 53702

Dear Senator Miller and Representative Pocan:

As required by 2009 Act 28, Section 1301e, this letter provides a brief summary of the Southeast
Wisconsin HMO plans for implementing Patient-Centered Medical Homes for high-risk pregnant
swomen in their service area. I have also attached a copy of each of the four complete plans for
your information as well as a copy of the relevant HMO contract language.

The four BadgerCare Plus-contracted health plans in SE Wisconsin are: Abri Health Plan,
Children’s Community Health Plan, CommunityConnect Healthplan and United Healthcare.
These four HMOs were selected through a Request for Proposal to serve BadgerCare Plus
members enrolled in the Standard and Benchmark plans in Milwaukee County and the five
surrounding counties.

[ am pleased to report that ail four health plans are working together on this initiative and have
jointly recruited several clinics to serve as medical home pilot sites. The sites serve
predominately low-income, minority populations and provide comprehensive prenatal and
postpartum care for high-risk women. A list of the sites is enclosed for your information.

The medical home pilots will begin operation on January 1, 2011 and continue through the life of
the current contract, December 30, 2013. By contract, cach HMO is required to enroll a
minimum of 100 women in the medical homes in year one, 200 per HMO in year two and 300
per HMO in year three. DIHS anticipates much higher enrollment rates by the second year of the
pilot.

The implementation plans met and, often exceeded, requirements specified in the coniract. DHS
is pleased with proposed comprchensive efforts to identify women who may benefit from
participating in a medical home, including extensive work with community-based organizations
to assist with outreach. The plans include a range of incentives designed to help ensure that

women remain enrolled in the medical home throughout their pregnancy and through the
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postpartum period. Centering Pregnancy, an evidence-based program providing group-based
care for women with similar due dates, is a key component of patient engagement strategies.

Each implementation plan describes appropriate protocols for ensuring that women keep
appointments and for follow-up for missed appointments, including home visits, personal phone
calls and the use of collateral contacts. Each plan also emphasizes that an obstetric care provider
will be the primary point of contact for the pregnant woman and will be responsible for
coordinating all needed care among multi-disciplinary teams. Protocols appear to be in place for
ensuring immediate access to care and 24/7 access to medical advice.

Rach participating clinic follows prenatal and postpartum guidelines issued by the American
College of Obstetrics and Gynecology and other nationally-recognized guidelines for treating
women with chronic conditions such as diabetes and hypertension. Care coordinators will work
with each clinic to ensure that cach BadgerCare Plus member enrolled in the medical home
receives the services and supports she needs to have a healthy baby.

Throughout the medical home initiative, the HMOs will monitor and report on a number of
performance measures, including three HEDIS (Healthcare Effectiveness Data and Information
Set) measures—early prenatal care, frequency of prenatal care and postpartum care—as well as
patient satisfaction. Performance ‘aformation will be shared regularly with practices, providers
and patients.

DHS is working collaboratively with the HMOs to develop a comprehensive evaluation of the
medical home pilots for high-risk pregnant wonen. We would be happy to share the evaluation
plan when it is completed.

Please feel free to contact Jason Helgerson, Medicaid Director and Administrator, Division of
Health Care Access and Accountability, J ason. Heleerson@wi.gov or 608.267.9466, if you have
any questions or need additional information.

Sincerely,

Karen E. Timberlake
Secretary

Enclosures



Medical Home Pilot sites

Children's Community Health Plan

1. Sixteenth Street Community Health Center
1032 S. Cesar E. Chavez Dr.
Milwaukee

2 Medical College of Wiscansin/MCW Family Medicine
«  Columbia St. Mary’s Family Practice Center
1121 E North Avenue
Milwaukee
= St Joseph's Family Care Center
(aka Wheaton Franciscan-Glendale/Family Medicine Residency)
2400 Villard Ave
Milwaukee
«  Waukesha Family Practice Center
210 N W Barstow
Waukesha

3. Wheaton Franciscan St. Joseph's OB Residency Program/Women's Health Center
50000 W Chambers
Milwaukee

4. LifeTime OB/GYN
17280 W North Ave
Brookfield

Abri Health Plan
1. Sixteenth Street Community Health Center

2. Wheaton Franciscan St. Joseph’s OB Residency Program/ Women's Health Center
3. LifeTime OB/GYN
4. Columbia St. Mary’s Residency Clinic

2320 N. Lake Drive
Milwaukee



CommunityConnect Health Plan
1. Sixteenth Street Community Health Center

9 Wheaton Franciscan St. Joseph's Hospital Women's Health Center

3. Aurora Health Center
W 231 N1440 Corporate Ct
Waukesha

4. Aurora Midwifery & Wellness Center
925 N 12™ Street
Mitlwaukee

5. Westside Health Association
= Lishon Avenue Health Center
3522 W Lisbon Avenue
Milwaukee
» Hillside Family Health Center
1452 N 7" St
Milwaukee

United Healthcare
1 Sixteanth Street Community Health Center

2. Wheaton Franciscan St. Joseph's OB Residency Program

3. Medical College of Wisconsin
See /Jist under Children’s

4 Aurora Midwifery & Wellness Center
5. LifeTime OB/GYN

6. Westside Health Association
See sites under CommunityConnect

7. Kenosha Community Health Center
4536 22™ Ave
Kenosha
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The Medieal Home Pilot

CommunityConnect Healthplan (CCH) is committed to
working in partnership with the state and key providers
in the community to design and implement a new
medical home pilot for pregnant women who are at risk
for having a poor birth outcome. The goals of our
proposed medical home pilot are to:

1. Provide high-risk pregnant women with
enhanced access to comprehensive care that
addresses an individual’s entire health and
social support needs;

2. Address the psycho-social and social support
needs of high-tisk pregnant women through
effective care management and linkages to
community-based resources and services;

3. Promote the use of and adherence to evidence-
based clinical guidelines;

4. Ensure continuity and coordination of care
among multiple providers who are involved m
an individual’s care;

5. Provide resources and tools to medical home
providers in order to support the provider-
patient relationship;

6. Tnhance the involvement of consumers in their
care, promote self-care management and health
promotion and prevention; and

7. Optimize care, improve outcomes and reduce
unnecessary health care costs.

CCH will establish a CCH Medical Home Advisory

Committee for its medical home pilot with key representation from medical home sites, community

Sixteenth Street Community Health
Center, two Aurora Health Care clini:

Wheaton Franciscan St. Josephs =
Hospital Women’s Health Center,, and
West Side Health Care Clinie.. *

We will ensure care coordination:,
services at Medical Home sites by

employing a CCH case coordinator, ™

providing on-site and other outreach: gt
staff to medical home sites, integrating -+

high risk obstetric and behavioral health”

program care managers into the medical

home clinical team, adding provider and !

member incentives, developing
comprehensive care plans, and using
registry data to optimize clinical
intervention and social supports.

We. wili actively recruit members and
retain‘them through an innovative
Centering Pregnancy model and
Centering Parenting group visit model.

Bruce Kruger, based in Milwaukee,
Wisconsin is the executive sponsor of
¢ medical home pilot. Subject matter
ipeitise will'be provided by Harvinder
D; based in Camarillo,

and physician leaders, community-based organizations, academia, state and local departments, and
high-risk pregnant members to generate buy-in, solicit guidance, stay informed on best practices
and challenges, and keep CCH’s medical home efforts conmected at all times to the people and

issues they address.
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CCH’s strategy for the medical home pilot is 1o establish relationships with three community health
centers that have credibility in the communities of southeastern Wisconsin. CCH has successfully
solicited the partnership of the following health care provider organizations:

« Sixteenth Street Community Health Center

« Aurora Health Care Center

» Aurora Midwifery and Wellness Center

« Wheaton Franciscan St. Josephs Hospital Women’s Health Center
«  West Side Health Care Clinic

These health centers are well positioned to serve as medical home pilot sites for high-risk pregnant
women. They have a long history and in-depth experience serving the diverse communities of
Southeastern Wisconsin, provide a comprehensive range of services, are staffed by diverse
professionals, and are strong advocates for public health issues. Sixteenth Street and West Side
Health Care Clinic are federally qualified health centers (FQHC) that have been providing quality
health care, health education and social services to low-income Milwaukee residents since 1969.
Established in 1984, Aurora Health Care has become a nationally recognized leader in efforts to
improve health care quality. Aurora has sites in more than 90 communities thronghout eastern
Wisconsin, including 13 hospitals, more than 140 clinics and over 80 community pharmacies. In
partnership with the UW Medical School, Aurora operates conmmunity clinics in the Milwaukee
“area, most of them in under-served neighborhoods. The Aurora Health Care Center emphasizes
prevention and wellness while providing a wide range of primary care. Aurora's community
outreach efforts also include an extensive parish nursing program.

Wheaton Franciscan Health Services St. Joseph's Hospital has been a long standing service
provider to the inner city of Milwaukee and has a long tradition of care for those in greatest need.
The Women’s Health Center program has evolved into a comprehensive OB service that has soclal
services, integration with emergency department services and various incentives for patients to
establish and continue prenatal and post partum care. They work closely with multiple free and
community clinics in their service area.

These organizations have already established some of the capabilities required for a medical home
and demonstrate interest and readiness toward becoming a fully developed medical home. For
instance, Sixteenth Street has implemented patient care teams, Open 2ccoss scheduling, and same
day/next day scheduling. Additionally, the ctinic has an on-site WIC clinic, social services,
behavioral health, HIV/AIDS outreach and case management, bilingual services, and a partnership
with Columbia St. Mary’s Hospital and use of their residency program to provide substantial
hospital support for low-income pregnant women. They also have an Urgent Care Clinic that
operates during evening and weekend hours. West Side Health Care has begun developing an
infrastructure to facilitate transition to an accredited medical home and is modifying its scheduling
and care management processes to achieve NCQA accreditation.

Morcover, these organizations have demonstrated success with their prenatal and postpartum
programs. In 2008, 1,728 women received prenatal care at Sixteenth Street and 893 deliveries were

2
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performed by the Center’s providers. Sixty-nine percent of these deliveries were by the Certified
Nurse Midwives in the Center’s women’s health department. Ninety-four percent of these babies
were at or above normal birth weight.

Lastly, as we move forward with the development of the medical home pilot program for high-risk
pregnant women, we will also explore the option of expanding the target population to include other
CCH members with chronic illnesses. We know for a medical home program to be sustainable at a
provider practice level that it cannot be designed for just a small subset of a practice’s patients norx
just focused on a single payer. To that end, as we move forward we will also explore the potential
interest of other payers at the medical home sites to partner on medical home strategies and
activities for high-risk pregnant women that may result in increased cost efficiencies for clinmic,
eliminating the need for the clinic to vary its processes and procedures by payer and sub-
populations.

SMember Outreach

Member Ourreachy, Education, and Identification

We will implement effective member outreach and education strategies atmed at increasing the
awateness of the availability of the medical home pilot program for targeted pregnant women.
Program promotional materials, appropriate in terms of literacy level, language and culture, will be
disseminated in a marmer that leverages both formal and informal communication channels
described below:

1. Materials will be posted on the CCH member-friendly website, and on social networking
web-sites, and will be distributed to all female members of childbearing age in the target
zip codes, distributed in member newsletter, and included in the member handbook.

7. Members will be informed about the medical home pilot by member services staff
during new member welcome/orientation calls and other regular contacts, and by
community health workers and resource coordinator staff.

3. Home-based outreach will serve as another venue to increase awareness of the
availability of the medical home pilot program. CCH has contracted exclusively with
Community Advocates to facilitate home-based outreach for its members (Appendix 1).

4. Promotional program materials will also be disseminated for members to pick up in
offices of selected community parmers, e.g.. WIC offices, Planned Parenthood clinics,
health departments and other community based organizations serving the target
population.

5. Promotional program posters with key messages will be placed at strategic community
locations and physician offices. CCH has developed drafi posters for the medical home
pilot. If approved by DHS, unbranded versions of the posters can be leveraged by all
HMOs and placed in key locations within designated zip codes (Appendix 2).

Targeted Identification and Recruitment of High-Risk Pregnant Women

1. Healthy Birth Outcomes (HBO) High-Risk Registry. CCH members that are listed on
the HBO high-risk registry will be contacted by our member services staff to explain the
medical home pilot program and describe the benefits/program components available to
them. The HBO registry will be built from the ground up. This registry will be compiled



by collecting information on non-members eligible for program enrollment, and will be
continuously updated as members are identified and enrolled in the medical home. CCH
has collaborated with the other HMOs to develop the critical data elements o populate
the registry and has additionally worked with them to reduce confusion, redundancy and
unnecessary administrative processes in implementing the registry (Appendix 3A, 3B).

High-Risk Pregnancy Screening. Pregnant members enrolled in CCH’s “Future Moms
Program” who are screened and determined to be at high-risk for poor birth ontcomes
and enrolled in the Future Morms High Risk Obstetric (HROB) Case Management
program {(Appendix 4).

State Membership Files with Pregnancy Indicator. CCH will review the member
eligibility files received from the state ona monthly basis to identify all new members
who are pregnant. Members will then be contacted and assessed for program eligibility.
Early identification and health risk assessment are critical factors in achieving the key
outcomes for the pilot. Utilizing Community Advocates outreach staff coordinated with
the Future Moms HROB case management, the goal is to establish care relationghips as
quickly as possible to assure comprehensive prenatal care Services.

The State’s High-Risk Pregnancy Report. Provided by the WI Department of Health
Services on a monthly basis, this report will be used to identify women who had a poor
birth outcome while receiving BadgerCare Plus. CCH will proactively outreach to these
members and assess their eligibility for program services.

 Predictive Modeling Tools (Symmetry and Med-Al). CCH will leverage its predictive
modeling capabilities using Symmetry and MedAl predictive modeling tools, using
pharmacy and medical claims to identify high-risk pregnant women, especially those
with chronic illnesses.

Pharmacy Data (including 17-P utilization reports). CCH will review pharmacy data
reports on a monthly basis to proactively identify pregnant women who may be at risk
for a poor birth outcome.

Otber Disease Management/Chronic Disease Programs. CCH will mine data of
members enrolled in other programs, such as those for asthma, diabetes and obesity
prevention to determine eligibility for the high-risk OB medical home.

Health Risk Assessments. Assessments which include questions on pregnancy,
pregnancy related care, and the existence of chronic conditions and behavioral health
issues.

Notification of Pregnancy (NOP). The NOP is a comprehensive risk assessment that
has been associated with improving birth outcomes for women enrolled in Medicaid. It
includes questions about maternal and obstetrical bistory, mental health, substance
abuse, and social risk factors. CCH will use this information to identify and address risk
factors, and ultimately, to improve birth outcomes.

Effective January 1, 2011, Medical Home providers that complete and submit the NOP
by fax to CCH will be eligible for a financial incentive of $25. To be eligible for

reimbursement: a) The pregnant woman must be enrolled with CCH; b) The woman’s
pregnancy must be within 20 weeks gestation; ¢) The NOP must be submitted no later
than 7 calendar days from the date the risk assessment was completed. Incentive-based
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NOPs in other states have demonstrated increased volume of pregnancy potifications
thereby significantly increasing our ability to facilitate the early identification of high-
risk pregnant members and their early entry into prenatal care (Appendix 5).

10. Member Prenatal Visit Incentive: A new member prenatal reward will be given to

members who receive a prenatal exam within 42 days of being enrolled into the health
plan.

11. Member Postpartam Incentive: A postpartum visit reward will be given to members

identified as completing their postpartum visit within 21-56 days after delivery.

Community Partnerships and Refevvals

We will collaborate with state, county and local partners to extend our reach and leverage a
communication campaign to generate awareness of the availability of the medical home pilot
program. We will employ the following strategies to increase awareness of the medical home pilot
and identify potential pregnant women who may be eligible for participation in the pilot.
Information on all eligible referrals will be shared with our single point of contact — the case
coordinator — for further follow up and medical home participation.

1.

Pilot Medical Home Site Internal Referrals. We will leverage all staff members to
promote the pilot and ensure that there are no missed opportunities at various touch
points while delivering care to families, grandparents, neighbors and friends of potential
participants.

Physician Referrals. We will educate our contracted provider network on the
availability of the medical home pilot program for high-risk pregnant women through a
varicty of mechanisms that include provider orientations and trainings, provider outreach
by Community Advocates staff, provider newsletters, and the provider administrative
manual. Physician contracting and communications will include information that will
explain in detail the medical home criteria and how to refer a patient for participation.

PNCC (Prenatal Care Coordinator) Referrals. These referrals will be provided for
the identification of high-risk prenatal members, in particular those with chromic
conditions. Extensive outreach to PNCC providers will occur and will include a
Memorandum of Understanding (MOU) to facilitate awareness and improved access and
care pathways. CCH will mine data to identify members and assess their eligibility for
the program. The case coordinator will be notified about potential eligible members for
further follow-up.

Customer Care Center Referrals. These include referrals from our customer care and
24/7 Nurse Advice Line. All referrals will be forwarded to the case coordinator.

Outreach Worker Referrals. We will utilize outreach workers such as Community
Advocates and vendors such as Alere, to additionally identify members who may be
eligible for participation in the medical home pilot. The case coordinator will be notified
about eligible members. Community Advocates will provide free home test kit
pregnancy testing to facilitate early detection and referral for obstetrical services.

Community Organization Referrals. We will outreach to key community-based
organizations that provide services to low income pregnant women to establish formal
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linkages and referral processes for women who may be suitable for participation in the
medical home pilot program.

hadiced Home Communication to Member

Members identified through strategies outlined above will be actively followed-up with to confirm
high-risk pregnancics and will be recruited if appropriate for the medical home pilot. Members will
be contacted by phone (or in person if indicated) to confirm that they meet the target population
criteria for the medical home pilot, and an initial appointment will be made for potential
participants.

Tach member enrolled into the medical home pifot will be assigned a primary care provider or “OB
care provider.” The OB care provider will be responsible for providing the first point of contact
care and coordinating the entire continuum of care and services.

Consumer-centered care planning - active engagement of patients in their care and strengthening
and supporting the patient-provider relationship will be key goals of the medical home pilot. To
facilitate this, the medical home will include the following at pilot sites:

1. Clear and effective communication on the medical home with the high-risk pregnant
members, especially around the adoption of standards for patient access and
communication, The medical home will entail discussions between the personal
physician and patient on the roles and expectations for the medical home and an
introduction to all team members. This is also critical in Southeastern Wisconsin where
building trust relationships will help lay the foundation for increased compliance with
care plans and the likelihood of positive outcomes.

2. Patient-provider contract - patients will be strongly encouraged to fill out a contract
pertaining to the medical home and make specific commitments, including but not
limited to, keeping all prenatal care appointments (minimum of 10 visits) and keeping
the medical home informed about receipt of care outside the medical home. The patient-
provider contract has been shown to contribute to the success of the medical home -
inculcating patient accountability, establishing trust in the patient-provider relationship,
increasing compliance, and improving monitoring of care.

WMember Retention

CCH will employ the following strategies to retain members within the medical home:

1. Work in close collaboration with our medical home partner providers and Community
Advocates to ensure continuous member enrollment and attendance of prenatal and
postpartum visits;

2. Leverage care coordination to provide access to needed services in a timely manner; and

Implement programs that have both particularly high patient satisfaction and better
outcomes than traditional care to minimize member attrition from the medical home pilot.

Research on birth outcomes has shown early entry into prenatal care is critical to healthy maternal
and infant outcomes. As required by the contract, we will make every effort to identify and enroll
high-risk pregnant women into the pilot within the first 20 weeks of their pregnancy. In addition,
per ACOG recommended prenatal care visit guidelines, our care coordination staff will also work m
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collaboration with our medical home partner providers and Community Advocates to ensure the
member keeps all prenatal care appointments (minimum of 10 visits) during her pregnancy and is
continuously enrolled in the medical home pilot through at least 60 days postpartunt.

We will additionally leverage care coordination (o assist the member in accessing the services they
need in a timely manner given that the current system of care is uncoordinated and fragmented,
which creates challenges to find services and keep appointments. Our care coordination model is
holistic in nature and takes into account a member’s entire health care needs - medical, social,
behavioral and environmental. The goals of our care coordination services that will be part of the
medical home models are to: ensure access to optimal and appropriate care and services; minimize
atfrition, promote self-care management, improve systems of care for high-risk pregnant women;
improve and sustain maternal and infant quality of life; and optimize birth outcomes.

In addition, we will work in close partnership with out medical home providers to develop effective
patient engagement strategies and self care management programs that address the management of
chronic illnesses and support healthy birth outcomes. Programs that have both particularly high
patient satisfaction and better outcomes than traditional care will be implemented to minimize
member disenrollment and attrition from the medical home pilot.

Ensuring Members Keep Appointinents

CCH will work closely with the medical home to ensure that members keep and attend
appointments. Appointments for prenatal and postpartum care and appointment reminders will be
facilitated by the medical home.

CCH’s care coordination services will be designed to enhance the roles of care managers employed
by the medical homes. CCH’s care managers will help members navigate complex systems and gain
access to additional needed programs and services and make appointments. Members who miss
prenatal and/or other appointments will be followed up by CCH’s case coordinator and care
management services. Home-based outreach will be provided by Community Advocates and will
be non clinical in nature but focused on reducing or removing barriers to keeping appointments i.e.
child care, transportation, etc.

The following procedures will be put into place to follow-up on members who miss one or more
appointment(s):
e Medical home contacts CCH case coordinator.
o Case coordinator works with Community Advocates Qutreach staff to contact medical home
member and develop collaborative plans to establish appointments and encourage ongoing

pilot participation. The CA outreach will also incorporate enviromnmental risk assessment
factors that may be contributing to interrupted care.

e (Communication between outreach staff, case coordinator and medical home care
management will be a critical part of maximizing patient continuation in the pilot and their

care plan.
Member misses Wedical Home CCH + Community Member keeps
' — | contacts CCH - » Advocates member appointment/
- one of more . Case follow-up/ Environmental — receives Medical
appointments - .Coordinator . - risk assessment Home care
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Enconraging Members 1o Follow a Treatment Plan throughout their Pregnancy

Active consumer engagement and participation is a key foundational element of the proposed
medical home pilot for high-risk pregnant women. We understand the critical role that members
play in improving their health outcomes and know that for the medical home pilot to be successful,
the member must be an active and engaged partner in the process from the onset.

CCH will leverage care coordination and work closely with medical home sites and Community
Advocates to encourage members to follow a treatment plan. We will additionally put the
following structures and systems-of-care in place:

Personal Physician /Physician-Directed Clinical Care: Each member enrolled into the pilot will be
assigned a primary care provider or “OB care provider.” The OB care provider will be responsible
for providing the first point of contact care and coordinating the entire continumm of care and
services.

In collaboration with a multi-disciplinary care team, the OB-care provider will work in partnership
with the high-risk pregnant member to develop and implement an appropriate individual plan of
care based upon a comprehensive clinical and health risk assessment.

Active engagement of patients in their care and strengthening and supporting the patient-provider
relationship are also key goals of the medical home pilot. To facilitate this, the medical home will
include clear and effective communication on the medical home with the high-risk pregnant
members and encourage patients to fill out a contract pertaining to the medical home and make
specific commitments, including but not limited to, attending all prenatal visits and keeping the
medical home informed about receipt of care outside the medical home.

Case Coordinator: CCH will employ a Case Coordinator (initially part-time) for the medical home
pilot to enhance the role of care managers employed by the medical homes. The Case Coordinator
will be based in Milwaukee and will have a non-clinical background, but with experience in
systems development, management, and measurement to improve process and outcomes. Other
required experience will include the use of patient registries and demonstrated cultural competence.
The Case Coordinator will work closely with the health centers’ clinical teams with an emphasis on
working with the medical homes’ care managers. The Case Coordinator will provide training and
support to ensure that the care managers (CCH Future Moms) are integrated within the clinical
team, assist in developing a comprehensive care plan for each patient and use registry data to follow
up on members, optimize clinical interventions and social and other supports. They will also
coordinate with the Community Advocates outreach efforts to ensure that the continuity of care is
not disrupted by external factors.

Interdisciplinary Care Plan: A tool that will be used to prioritize clinical and care management
interventions is an Interdisciplinary Care Plan that is on a server accessible to the care team to
enable coordination of care. Interventions will be comprehensive and will involve several
disciplines supporting the woman in identifying and attaining goals related to family planning,
quitting smoking, changing behaviors to control chronic conditions as well as more broad life goals
that may also affect the health of both the woman and her children, e.g., education, vocation, and
housing,.

Data Systems and Actionable Reports: A patient registry will be used to help identify priority
needs for interventions. Based on local capabilities, the Case Coordinator will either manage a
central registry to track claims and other relevant data for all high-risk OB patients enrolled 1n the
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pilot, or will work with medical bomes to obtain a patient registry, customize data fields and
integrate its use into clinic and care management operations. The central registry will provide
profiles of high-risk OB patient’s medical and pharmacy utilization (with gaps in care) to further
support patient care; and these will be provided to sites in their preferred format and distribution
mode. These reports will be instrumental in informing the sites about the patient’s potential receipt
of care outside of the medical home - information that would otherwise be difficult to track. A
clinic-based patient registry has the potential to organize and provide relevant clinical information
from the patient record, support proactive management of clinical conditions, identify patients at
higher risk, support integration of clinical and case management services, and provide the data
necessary for evaluating quality of care for the population. ‘

In addition, CCH will support enhanced data linkages across different systems of care, e.g. between
Sixteenth Street clinic and St Mary’s Hospital to ensure continuous, and comprehensive tracking of
high-risk ob patients.

Future Moms HROB Care Managers: CCH’s Future Moms HROB Care Managers will work
closely with The OB care provider and the care team (o help ensure support required to optimize the
birth outcome. The program provides care management supports tailored to the needs of the
member, including support provided by RNs, health trainers, and social workers and referrals to
community resources including behavioral health. The HROB RN provides prenatal behavioral
health & substance abuse and post- partum depression screenings at nitial and follow up
assessmenis. For members identified with behavioral health issues or concerns (current or past),
designated HROB social workers and HROB RNs work together with behavioral health care
providers and available community resources 1o ensure that members receive timely and effective
psychosocial interventions (Appendix 6).

Home Based Outreach (Community Advocates); CCH will leverage home-based outreach through
Community Advocates as determined appropriate by the hiealth care provider to help ensure
continued engagement in clinical care and social services, as well as to reinforce self-management
support. Home-visits will additionally help assess and address member needs related to
transportation, etc. further facilitating member adherence to their treatment plans.

Collaborating with Existing Community Groups and Other Stakeholders

CCH will assess gaps in services and contract with select programs or service providers to
guarantee access to a broad continuum of services. We will assess and address barriers to access and
will work diligently to ensure that, to the extent possible, support services are provided at the
medical home site.

The Case Coordinator will work in collaboration with the medical homes to ensure access to the
following clinical services on site:

i. Smoking Cessation. In 2009, a law was passed in Wisconsin that calls for an indoor
smoking ban in public places beginning July 5, 2010. In addition, the law sets forth a
comprehensive plan for tobacco prevention and control over the next five years to affect
both individual attitudes and societal norms. Significant resources have been made available
in the State to reduce smoking prevalence. CCH will disseminate smoking cessation
information to members and ensure that those in need of smoking cessation services receive
appropriate referrals. CCH and the medical home pilots will work closely with the following
Tesources:
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o First Breath is a program that helps pregnant womicn in Wisconsin quit smoking. The
program is coordinated by the Wisconsin Women's Health Foundation in partnership
with the State of Wisconsin Division of Public Health, Bureau of Community Health
Promotion, and APS Healthcare Inc.

o Wisconsin Tobacco Quit Line offers a single access point to tobacco addiction
treatment. Managed by the University of Wisconsin Center for Tobacco Research and
Intervention (UW-CTRI), it offers a variety of services, including one-on-one telephone
counseling.

o Tobacco Addiction Treatment Education and Outreach Program provides Wisconsin
clinicians and healfhcare systems with fraining and technical assistance on evidence-
based, effective tobacco addiction treatment strategies.

2. Behavioral Health: Substance Abuse and Perinatal and Postpartum Depression

Program. Women who are either pregnant or have just given birth can be at risk for
depressive disorders. Likewise, those with substance abuse issues are at high-risk for poor
birth outcomes. CCH will work with the medical homes to agsist members who are
experiencing difficulties with chronic mental health and/or substance abuse disorders
through its Behavioral Health Program. The goals of the program are 0 identify, triage, and
enroll women in two distinct but coordinated hehavioral health programs: Tiered
Behavioral Health Case Management and Maternal Depression Programs. The integration
of medical and behavioral health services for these members is essential to their physical
and emotional well-being. CCH’s Behavioral Health and Maternal Depression Case
Managers will work closely with the OB care provider and the care team to assist these
members.

All medical home members will be screened for perinatal and postpartum depression.
Perinatal depression screening will be facilitated at the time of entry into the medical home —
where the member will be within the first 20 weeks of her high-risk pregnancy. Medical
home members will be additionally screened for depression at their post-partum visit
scheduled within the first 60 days of delivery. Both perinatal and post-partum screening for
depression will include the use of Patient Hlealth Questionnaire 2 (PHQ-2) and/or the Patient
Health Questionnaire 9 (PHQ-9) to assess the severity and level of depression. Members
will be additionally screened for recent history of behavioral health issues and

substance/chemical abuse at the time of entry into the medical home.

Referral Criteria and Process. Medical home members will be eligible for CCH’s
Rehavioral Health programs if they have a chronic behavioral health disorder such as
Schizophrenia, Bipolar, Major Depression, and other chronic mental disorders. Members
who have a recent history of substance/chemical abuse treatment and/or use will also be
eligible. Identified and eligible members will be referred directly by the care teams to
CCH’s Behavioral Health Case Management Program which is staffed by licensed clinicians
skilled in working with members with mental health and substance abuse difficulties. The
Behavioral Health Case manager will assess the severity and level of intervention required
base on PHQ-2 and/or PHQ-9 responscs as well as past and present experiences with
behavioral health and substance abuse treatment and difficulties. The case manager will
additionally determine if the member is appropriate for the Maternity Depression Program.
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Referral triggers and criteria will be provided to the OB Care Provider and care teams by
CCH (Appendix 7).

17-P. (17-alpha hydroxyprogesterone caproate.) Preterm birth has been identified as one of
the leading causes for poor birth outcomes in Southeastern Wisconsin. Preterm birth is one
of the leading causes of poor birth outcomes in Southeastern Wisconsin. Not only do
preterm infants have increased risk of mortality and morbidity, these deliveries result in
billions of dolars in NICU costs each year. CCH proposes a new benefit/approach available
to high-risk pregnant members at risk for recurrent preterm birth. It includes the use of 17-P
(an injectable form of progesterone) for the prevention of recurrent preterm birth. The
evidence indicates a potential decrease in risk of recurrent spontaneous preterm birth by up
to one-third with the use of 17-P. However, this intervention appears to be underutilized,
largely due to provider lack of knowledge regarding evidence of clinical benefit, as well as
the perceived notion that is not covered.

To ensure appropriate and timely utilization of this benefit for our high-risk pregnant
members, CCH will help providers arrange for weekly 17-P injections to be administered in
their office, or in the members’ homes if medically necessary. Our members will not need to
visit a hospital for their injections. Working in collaboration with the high-risk member’s
care provider our medical management team will authorize services of a home care nurse to
provide 17-P injections in the member’s home when medically necessary.

Given the misconceptions regarding coverage and clinical evidence, we will seize every
opportunity to educate providers about 17P, using verbal and written communication.
Providers will have the opportunity to participate in webinar training sessions regarding the
benefits and use of 17-P, and how to communicate this information to patients. To optimize
program use, a provider financial incentive will be implemented for use of 17P in
appropriate clinical circumstances.

Members will be educated via verbal and written communications. High-risk members wili
receive information on 17P from their OB care provider/PCP and the care team during clinic
visits. They will also receive written materials explaining its use and benefits. Members
will receive phone calls as necessary if they cannot be provided this information during
clinic visits.

Nutritional Counseling. Nutritional counseling provided by a dietitian will be included as
an additional service provided by the medical home.

The Case Coordinator will ensure medical home referrals to supplemental clinical and social
services either on site or in the community:

1.

WIC. Leverage relationships with local WIC programs for continuity of care and resources.
WIC provides home outreach visits, classes, vouchers etc. CCH will replicate best practices
from other states by co-locating a plan outreach worker bi-weekly at WIC locations to
address patient Medicaid and/or medical home questions or issues. Additionally, we will
consider ways of promoting WIC (i.e. gas stations publicizing accepting WIC checks and
improving their supplies of WIC-approved items).

Family Planning, CCH will work in coordination with Planned Parenthood to assist
members with family planning services such as birth control, sexual health and women’s
health. Planned Parenthood is a community leader on topics of women’s health, access to
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care for women, women’s rights, and teen sexual health, to name a few. With 28 locations
across Wisconsin, five of those in Milwankee, CCH members will have the access they need
for family planning services.

Life Skills Progression/Healthy Beginnings (LSP/HB). CCH will utilize the Life Skills
Progression/Healthy Beginnings functional health literacy curriculum to empower families
by improving the functional health literacy of low income pregnant women and new parents.
The program will be integrated into the established home visitation programs serving
pregnant women and new parents (described in the section below). CCH will provide the
materials and required tramning.

Safe Sleep Program. CCH will implement its Safe Slecp Program. The goal of the program
is to decrease the incidence of SIDS and sleep-related infant deaths. Through the prograim,
we will provide cribs, education and “Safe Sleep Kits” to families.

Diaper Drive. Low-income families often struggle with the additional costs associated with
their diapers and wipes for their babies. Due to this, a baby may spend an entire day ina
single diaper, increasing the risk of health problems. Our local team will replicate a popular
program from other states by launching a new two to three month “Diaper Change”
initiative to provide the supplies necessary for 250,000 diaper changes to low-income
families.

Baby Showers for Pregnant Women. CCH will replicate arother popular program from
other states by inviting expectant and new mothers to a Community Baby Shower and solicit
a TV news anchort/celebrity (a mother) to host this new event. As in the Diaper Drive, we
will soficit the participation of our community-based pariners and businesses. The shower
provides an opportunity to provide prenatal/early childhood health education emphasizing
immunizations, dental care, SIDS prevention, tobacco cessation, car seat safety, early
childhood development and nutrition.

The Case Coordinator will ensure appropriate medical home referral to the following enabling
services:

1.

Home Visits. To help ensure linkages and continued engagement in clinical care and social
services, as well as to reinforce self-management support, home visits will be conducted by
Community Advocates. CCH will supplement prenatal home visits when needed through its
contract with Alere Homecare. Alere provides home-based obstetrical services to high-risk
women in association with the physician’s care plan. CCH will notify Alere of any
physicians who are not familiar with Alere and their contracted services to expedite
partnerships and processes. Alere will follow-up and establish contact with these physicians
and practices to ensure smooth and efficient referral processes for members needing home-
based services.

Transportation (MTM). Lack of transportation continues to be a challenge for Medicaid
families in making appointments and complying with care plans. CCH has confracted with
MTM, a fransportation brokerage firm to address this challenge in Southeastern Wisconsin.
MTM in turn subcontracts with a network of providers, thereby simplifying administration
and oversight for CCH.

CCH will ensure that MTM subcontracts with the necessary providers and community
resources to provide a full range of services as needed for the HROB member population.
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This transportation service will be woven into the extensive web of other services provided
through the program and will be available by referral from the case management team to
members as appropriate. Each member that participates in the medical home will be
assessed for transportation needs as part of the overall care planning process. In addition,
transportation reports allow us to track receipt of services.

OB First Contact of Care

CCH will assign a primary care provider or “OB care provider” to each member that is enrolled into
the medical home pilot. The OB care provider will be responsible for providing the first point of
contact care and coordinating the entire continuum of care and services.

As elaborated earlier, active engagement of patients in their care and strengthening and supporting
the patient-provider relationship are also key goals of the medical home pilot. To facilitate this, the
medical home will include clear and effective communication on the medical home with the high-
risk pregnant members. The OB care provider will play a key role in providing this information and
in completing a patient-provider coniract pertaining to the medical home which will include specific
commitments made by the patient that include but are not limited to attending all prenatal care visits
(minimum of 10 visits) and keeping the medical home informed about receipt of care outside the
medical home.

Functioning of the Medical Home Team

The OB care provider will be responsible for leading a multi-disciplinary care team that will be
assigned to each member. This team including the physician, nurse, nurse, midwife, medical
assistant, care coordinator, social worker, nutritionist, and others as appropriate, will ensure that the
high-risk pregnant member’s clinical and psycho-social needs are met.

Tn collaboration with the multi-disciplinary care team, the OB-care provider will work i
partnership with the high-risk pregnant member to develop and implement an appropriate individual
plan of care based upon a comprehensive clinical and health risk assessment.

The team will also include the CCH case coordinator who will work with each of the medical home
pilot sites and serve as a primary contact for the CCH medical home pilot and play a role in
coordinating care for medical home members. In addition, each medical home site location will be
provided the opportunity to have assigned CCH outreach sta ffavailable on-site to assist in
developing necessary support services, etc. The CCH case coordinator and the CCH Community
Advocate outreach staff will serve to enhance the roles and capacities of medicai home site care
managers.

The primary goal of the CCH medical home pilot is to provide a single point of contact for
facilitation of external services and to depend on a single point of contact for assessment and
updates of patient conditions and circumstances. Itis the goal of CCH to minimize confusion,
create easy pathways for communication and to make the function of the medical home as efficient
as possible.

Written Standards for Aceess and Communieation

The Medical Home will adopt written standards for patient access and cominunication to the member
mutually decided upon by the HMO and medical home sites and approved by DHS. These standards
will meet the appointment and waiting times specified in Article III, H of the contract.



Written Standards for Accessibility of Care A dopted by the Medical Home

Prenatal, Postpartum, and Acute Care Appointment Wait Time Standards: The medical home
standards for waiting times for appointments must be s follows for the indicated type of care:

e High Risk Prenatal Care Services - First Prenatal Visit

The Medical Home must provide the first prenatal visii/assessment within 7 days of the
medical home member’s high risk pregnancy being confirmed and/or enrollment into the
medical home.

o High Risk Prenatal Care Services — Additional Prenatal Visits

The Medical Home must provide additional prenatal care visits within 7 days of a
request for an appointment by the member or member’s advocate (case coordinator,
Community Advocates, HROB case managers, ete.); the medical home must allow for a
minimum of 10 prenatal care visits or more as required by the medical home member.

v Post Partum Services

The Medical Home must provide post-partum care within 7 days of a request for an
appointment by the member or member's advocate (CCH case coordinator, Community
Advocates, HROB case managers, etc.); the post-partum visit should be within the first
3- 6 weeks after delivery.

« Acute High Risk Prenatal or Acute Post Partum Care

The Medical Home must provide medically necessary urgent/emergent services through
urgent care facility or emergency room as medically necessary (including holidays and
weekends).

As sites transform into full medical homes, the waiting times for these appointments is expected to
decrease, accompanied by an increase in the number of same day appointments. CCH will work

collaboratively with its medical home sites to reinforce or modify waiting times for these
appointments for CY 2012 and CY 2013 (year 2 and year 3 of the pilot).

Availability of Medical Advice 24/7: Medical Home Sites will have numerous options available to
them to be accessed at all times - during normal office hours and after norma! office hours. During
normal hours, a same day response is expected. A refurn phone call or e-mail is acceptable. After
hours care is to be handled in the following manner: 1. have staff available outside of normal hours
for appointments or advice; 2. Documented procedure for members to follow (1.e. — posted on office
website). 3. Access via other means such as phone or email.

The primary avenue will be through a cell phone or text option to the appropriate staff member.
This will allow for almost instant access and allow the member to be triaged as soon as feasible.
The email option will allow the member to describe a non-urgent situation in detail so that staff can
triage appropriately, such as an ear infection that could be seen first thing in the morning helping
avoid an ER visit during the night.

CCH will also provide access to its 24/7 Nurse Advice Line which provides live assistance by a
nurse and includes an audio Iibrary of educational resources in English and Spanish.



comimunitverconnect

LTHPLAN

Same Day Appointments: As the sites transforms into a full medical horne, they must demonstrate
an increase in same day appointments. CCH will work with the medical home sites to set standards
for CY2011 and CY2012 (year 2 and year 3 of the pilot). Scheduling will be a key part of this
effort. The practice will need to ensure a block of appointments is available everyday, in the
momming and afternoon, to help accommodate member needs. This will primarily be met by utilizing
scheduling software with the capability to block future time periods in advance.

Member ED Use

The medical home sites will coordinate with multiple areas to ensure Emergency Room utilization
is entered into the member’s clinical file. A strong connection with local hospital facilities is a key
first step in this process. By working closely with the local hospitals, a relationship will be
developed so that hospital staff can engage the medical home site as soon as possible, sometimes
even while the member is in the ER waiting for service. This relationship will allow the member to
receive care from their OB care provider and care team and allow the ER to focus on more critical
cases. The next key step will be to monitor CCH ER usage (as close to real time basis) for pilot
members to construct appropriate interventions and provide timely follow up care. Utilization of
the current Wisconsin Health Information Exchange will be explored to see what opportunitics
might exist within the exchange for improved coordination of care. All of this information wiil be
incorporated into the health record so that a complete picture of the member is available and
appropriate medical, behavioral and community outreach interventions might utilized.

Evaluation of the Relationship between Providers and CCH

CCH will establish a Physician Quality Improvement Committee (PQIC), chaired by the CCH
medical director. The PQIC voting members will include primary and specialty physicians from the
health plan’s local provider network. The “outside physician” committee members will provide
valuable clinical input on CCH’s quality program, medical policy, peer review/credentialing
activities, CCH preventive health and clinical practice guidelines, review of member grievances and
appeals, and other CCH quality improvement activities.

CCH in collaboration with designated medical home clinical leaders and clinical representation
from the other RFP health plans, will facilitate a Quality Forum to review relevant clinical data,
assess care processes, establish and review outcome measures and identify “best practices.” The
goal of the forum will be to improve birth outcomes for the community and to assert clinical
leadership in improving access to quality care and improved quality of care through objective,
consensus based measurement.

CCH will establish a CCH Medical Home Advisory Committee for its medical home pilot with key
representation from its medical home site providers, community and physician leaders, community-
based organizations, academia, state and local departments, and high-risk pregnant members to
generate buy-in, solicit guidance, stay informed on best practices and challenges, and keep CCH's
medical home efforts connected at all times to the people and issues they address. This will provide
an additional venue to build on our relationship with our medical home providers.

Electronic Health Records

The medical home sites will use an Electronic Health Records system or registry to manage medical
home member data, organize their clinical information including the presence of chronic conditions,
track test results, and referrals. The Electronic Health Records system for each practice will vary



based upon their investment in this type of technology. There are a number of different vendors m
this market — all offering multiple variations from prescribing modules (o patient portals. The higher
certification from NCQA generally means that a practice will have an advanced EHR that can
provide them a full spectrum of information for each patient. If a practice has not yet invested in an
EHR yet, it can still achieve a Level 1 from NCQA. For this type of practice to achieve a Leve! 111,
it would be very difficult until they made the investment in a top tier EHR system.

CCH has made a commitment to facilitate accreditation by NCQA of the FQHC medical home sites
throughout the term of the pilot. CCH will provide a comprehensive baseline assessment, develop a
plan for the site to achieve an appropriate level of NCQA accreditation, and provide consultative
assistance throughout the process.

Implement Fvidence-Based Practices

Medical Home Adoption of Evidence-Based Guidelines for C frronic Disense and Pregaancy

CCH will work closely with the medical home sites to ensure, consistent with our existing practice,
that OB/PCPs use the current American College of Obstetrics and Gynecology {ACOG) and
American Academy of Pediatrics (AAP) Guidelines for Perinatal Care for delivery of care to
pregnant members. We will also ensure that OB/PCPs incorporate the State’s identifled best
practice standards for high-risk pregnancy care nto their practice.

CCH also uses the Milliman Care Guidelines® to guide implementation of evidence-based care.
These guidelines are updated annually.

CCH Evaluation to Ensure Use of Guidelines

CCH will operate a quality improvement process that includes education and outreach to providers
and members, data collection, analysis and reporting and feedback (including CAHPS, HEDIS®,
customized reports and ad-hoc quality initiatives). Systematic feedback will be obtained and
provided across all functions and divisions including care management, utilization management,
customer service, provider services and analytics. A formal Quality Committee structure will be
used to perform root cause analyses, quality improvement planning and other activities including
assessing and ensuring use of evidence-based guidelines.

Procedires for Addressing the Complex Needs of Wonien with Chronic Conditions

Uncontrolled chronic conditions may result in poor birth outcomes. CCH will ensure availability of
chronic condition management and disease management programs for pregnant and postpartum
women with co-morbidities, including chronic conditions. In addition to our Future Moms
program, our condition management and DM programs and specialized initiatives include our:
Asthma DM Program; Diabetes DM Program; CHF/CAD/COPD program; Chronic Kidney Discase
(CKD) program; End Stage Renal Discase (ESRD) program; Emergency Room program; Smoking
Cessation programs; and Well Woman and Breastfeeding Education programs.

These programs engage the member’s provider in establishing an individual care pian. In the
chronic condition management program, case managers provide regular telephonic contact
(frequency based on level of Tisk) to support the member in developing realistic self-management
goals, monitoring progress, ensuring adherence fo a treatment plan, ensuring appropriate specialty
referrals and referrals to other community resources, and assisting niembers in navigating the

16
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healthcare system. High- risk members with chronic disease will be offered enroliment in the
disease management program.

Medical home members will have available to them CCH’s care management program for high risk
obstetric (HROB) members — Future Moms Program. Members who are pregnant with chronic
conditions are managed by CCH’s HROB specialized RN Care Managers during their pregnancy
and then referred to Complex Case Management or if applicable to Condition Care Case
management programs for follow up after postpartum and beyond.

The HROB Team has bi-weekly Medical MD Case Rounds with CCH’s OB Medical Director
where the nurses can bring any complex cases including those with co-morbid conditions that could
potentially affect their pregnancy outcome to further discuss the most appropriate plan of care with
MD oversight. .

It is the goal of the CCH pilot program to integrate these program efforts with the medical home
providers through the use of the case coordinator to assure that a comprehensive plan of care is
shared across all components of the delivery system to coordinate care delivery and maximize
positive birth outcomes.

CCH uses the current American College of Obstetrics and Gynecology (ACOG) and American
Academy of Pediatrics (AAP) Guidelines for Perinatal Care for delivery of care fo pregnant
members and the Milliman Care Guidelines” to guide implementation of evidence-b ased care.

Patient Seli-Manapgement

Engagerment and Education of the Member in Paticnt Self-Managenent

Self-management and active engagement of patients in their care will be a key goal of the medical
home pilot. To facilitate this, the medical home will include clear and effective communication on
the medical home with the high-risk pregnant members. In addition, patients will be required to fill
out a contract pertaining to the medical home and make specific commitments, including but not
limited to, attending all prenatal care visits (minimum 10 visits) and keeping the medical home
informed about receipt of care outside the medical home. The patient-provider contract has been
shown to contribute fo the success of the medical home - inculcating patient accountability,
establishing trust in the patient-provider relationship, increasing compliance, and improving
monitoring of care, Hach member will have the benefit of an individual plan of care developed by
her OB Care provider and care team.

Members will also benefit from Centering classes at medical home sites (described later) that aim at
engaging, encouraging, and empowering members to better manage their high-risk condition(s) and
seck appropriate prenatal and post-partum care.

Self-management will also be promoted through CCH’s Future Moms HROB care management
program which assists members in setting realistic self~management goals based on clinicai and
individual priorities. Members are engaged through motivational interviewing and care managers
comprised of Registered Nurses (RNs), Licensed Clinical Social Workers, and Registered Dietitians
to work with them to develop action plans to meet their individual goals. Case managers help
implement member-centric care plans that incorporate a member’s individual needs as well as the
care recommended by their primary doctor and/or specialist. They also help members identify
needed health plan services and available community resources and emphasize planning for timely
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preventive care. The ultimate goal of care management is to help the member develop the self-care
management skills needed to improve their health status and maintain that level of health.

In addition, home-visits enable high-risk women to conveniently access needed services and engage
in management of their condition. CCH has contracted with Commmunity Advocates to provide
home-based outreach and with Alere Matemnity Services in Southeast Wisconsin to provide in-home
services. CCH’s HROB program nurses will work closely with physicians and other health care
professionals to ensure they understand Alere’s role and services, and the program’s added value to
the member. They will also assist with referral processes for appropriate members who would
benefit from home sexrvices.

Incentives to Engage Members in Self-Management

Member Prenatal Visit Incentive: A new member prenatal reward will be given to members who
receive a prenatal exam within 42 days of being enrolled into the health plan

Member Postpartum Incentive: A postpartum visit reward will be given to members identified as
completing their postpartum visit within 21-56 days after delivery

Putient Self-management Educational Tools and Materialy

Centering/Health Education Classes: Health education classes at medical home sites will amm at
engaging, encouraging, and empowering members to better manage their high-risk condition(s) and
seek appropriate prenatal and post-partum care. Included will be both Centering Pregnancy and
Centering Parenting. The Centering model is on the forefront of system reform, provides care that
is culturally appropriate and emphasizes self-management and patient empowerment.

In Centering Pregnancy, eight to twelve women with similar stages of gestation meet together for
a total of ten sessions throughout pregnancy and eatly postpartum. Fach two-hour prenatal care
session includes physical assessment, education and skills building, and support through
facilitated group discussion. Centering Pregnancy groups provide a dynamic atmosphere for
leaming and sharing that is impossible to create in a one-to-one encounter, which contributes to
engagement in prenatal care. The groups provide support to the members and also increase
individual motivation to learn and change.

Scientific studies on Centering Pregnancy indicate jmproved outcomes for pregnancies,
specifically increased gestational age and birth weight of preterm deliveries. Evaluative data
consistently confirms that 96-97% of all women in the groups preferred getting their care in this
way. Providers also report personal satisfaction as they get to know the women much better during
the 20 hours of contact time versus approximately 2-3 hours they might have during traditional
care.

Improved birth spacing, control of chronic conditions and other interventions during the
interconceptional period are critical to ensure improved birth outcomes for the subsequent
pregnancy. Women typically do 1ot seck health care for themselves during the interconceptional
period; they are much more likely to seek health care for their babies. Centering Parenting is a
group visit model that builds on Centering Pregnancy. Centering Parenting is focused both on the
mother and the baby. Evidence-based interventions to improve birth outcomes for the next
pregnancy during the interconceptional period are incorporated into this group visit model. Core
content revolves around the three major areas of health, safety, and development with
mother/baby/family attachment as a thread throughout. Tt involves providing all of the standard
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well-baby care including immunizations, developmental assessment, and standard
interconceptional care including depression screening, contraceptive counseling/care, weight/diet
management and general health monitoring. The standard protocol has groups of 5-6 women
meeting together approximately ten times during the first year at 2,4,6,8 weeks and 3,4,5,6,9 and 12
months. Through the group visit series, women get to know each other, build community, and gain
confidence in their own knowledge and skills. Self-care activities contribute to their understanding
of themselves, their babies and their sense of confidence in their decision-making abilities.

Life Skills Progression/Healthy Beginnings (L.SP/HB): CCH will utilize the Life Skills
Progression/Healthy Beginnings functional health literacy curriculum to empower families by
improving the functional health literacy of low income pregnant women and new parents. The
program will be integrated into the established home visitation programs serving pregnant women
and new parents through Community Advocates. CCH will provide the materials and required
traimng.

Messuring Practice, Physicians, and Reporting

Assessment of the Medical Home
CCI’s measurement/assessment of the Medical Home and individual physicians will be guided by
the following criteria:
» Technology
« HEDIS (Healthcare Effectiveness Data and Information Set ): Clinical measures
including prenatal and postpartum care and frequency of ongoing prenatal care
e Clinical measures: prenatal and postpartum care HEDIS measures, frequency of
ongoing prenatal care HEDIS measure
o CAUPS - consumer assessment survey CAHPS (Consumer Assessment of
Healthcare Providers and Systems): Consumer agsessment survey
» Other measures including HEDIS-like measures ¢.g. Wisconsin Collaborative for
Health Quality (WCHQ) Wisconsin Primary Health Care Association measures
« Performance Reports (practice and individual physicians) Performance Reports
(practice and individual physician level data)
e Demonstrated cultural competency among provider and office staff

Our Quality Improvement nurses will work closely with clinical teams to facilitate contimuous
quality improvement and assist with data tracking and reporting. Physician practice performance
will be tracked with respect to the provision of clinical services, patient outcomes and patient safety
in accordance with the standards established by the National Committee for Quality Assurance
(NCQA).

CCH will collect HEDIS data on prenatal and postpartum care and frequency of ongoing prenatai
care for members to measure the Medical Home.

We will additionally assess member satisfaction through the following CAHPS measures:

1. Overall rating measures {adult and child):
o Health plan
o Personal doctor



o Specialists
o Health care
2. Composite measures (adult and child):
o Health plan
- Customer service
o Health care
- Getting needed care
. Getting care quickly
3. Personal doctor and specialist (adult and child):
o How well doctors communicate
o Shared decision making

The above measures capture the key aspects of the patient-centered medical homne practice: member
satisfaction technology, and measurable performance. Since the member is literally at the center of
these newly transformed practices, it will put the emphasis on their entire overall health — not just
the actual office visit. By addressing all of the member’s needs within the medical home setting, it
allows the member to feel the provider is truly coordinating all aspects of their care. The
technology is one of the tools to allow this to happen. Lastly, by utilizing measures that can be
captured and reported, the medical home sites can identify issues and trends much faster for the
member and the entire practice.

Reporting Measures fo the Medical Home, Physicians, and Mentbers

CCH will provide the medical home and our physician partners with gaps-in-care reports, HEDIS
results for the group and other important clinical information that would be useful to them. Reports
to clinic leadership and clinical teams will be provided in aggregate for each of the pilot medical
homes, and individual provider profiling reports will be directed toward the individual provider.

CCH will report to members of the medical home on the quality of the performance of the medical
home/physician practice and of individual physicians.

CCH Experience and Capacity t9 Run tlese Quality Measures

WellPoint operates a quality improvement process that includes education and outreach to providers
and members, data collection, analysis and reporting and feedback (including CAHPS, HEDIS®,
customized reports and ad-hoc quality initiatives.) Systematic feedback is obtained and provided
across all functions and divisions including care management, utilization management, customer
service, provider services and analytics. A formal Quality Commiitee structure is used to perform

root cause analyses, quality improvement planning and other activities.

We report HEDIS performance measures across our tines of business and for our Medicaid and
SCHIP plans in accordance with NCQA requirements. HEDIS data is utilized at a health plan level
to identify areas for systemic improvements that may involve the health plan infrastructure,
network, and our community partners. At the provider group level, the outcomes assist us mn
developing physician initiatives to impact priority improvements. Adherence to the preventive care
and clinical practice guidelines are monitored at the provider group and are used to address sub-
optimal performance and to develop pay for performance incentives.

We also utilize HEDIS measures to monitor and report on performance trends over time, track
variations in patterns of care and provide recommendations for future quality improvement, in
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accordance with the standards established by the National Committee for Quality Assurance
(NCQA). We provide our physicians with gaps-in-care reports, HEDIS results for the group and
other important clinical information useful to our providers.

Our prenatal and HROB programs collect HEDIS data on Prenatal and Postpartum care.

WellPoint conducts CAHPS across all of our health plans in accordance with each health plan’s
contractual requirements specific to a state. CAHPS measures collected for our Medicaid health
plans that assess consumer satisfaction include:

1. Overall rating measures (adunlt and child):
o Health plan
o Personal doctor
o Specialists
o Health care
2. Composite measures (adult and child):
o Health plan
- Customer service
o Health care
- Getting needed care
- Getting care quickly
3. Personal doctor and specialist (adult and child):
o How well doctors communicate
o Shared decision making

The CAHPS are fielded annually and results provided to the CAHPS Quality Improvement team.
Our CAHPS Quality Improvement team, which includes senior operational staff from all our
departments (QI, health services, utilization management, communications, customer service
operations, Community Resource Centers, field operations, and provider confract data
administration) meets as soon as the data is available and fully analyze our results. The CAHPS

team conducts a barrier analysis, identifies the areas of greatest concern and identifies mtervenrtions

needed to improve member receipt of care and satisfaction in targeted areas. State-by-state,
strengths and opportunities are identified. The CAHPS team makes recommendations for
prioritizing the focus areas for improvement. The recommendations are presented at the Quality
Interventions Strategy Committee meeting, and for final approval at the Physicians Quality
Improvement Committee. Based on results of the survey the CAHPS Survey work group develops
and initiates quality improvement plans, makes and receives committee recommendations for
interventions, and provides periodic updates on the success of selected interventions as needed.

WellPoint health plans routinely develop performance reports that include qualitative and
quantitative analyses, including analysis of processes, quality data findings and utilization.

Cultural Competency

Our Cultural and Linguistics Program functions are integrated throughout the organization,
including in our Customer Care Center and our Community Resource Center, to ensure that the
entire organization is aware of and working towards cultural competency. This program provides
members, and our front-line staff, with appropriate tools to ensure effective communication.
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We also ensure that our members receive information that 1s culturally optimized. Translation of
member materials is done by professional certified translators who have had formal education in
their target language with the ability to read and wnderstand the source language. These translators
also have the experience with the culture of the target language and a background in healthcare and
managed care. We also use certified translation professionals who are capable of conducting back
translations as deemed necessary and upon request.

CCH will also provide its nationally recognized toolkit on cultural competency to medical home
providers. “Caring for Diverse Population: Better Communications, Better Care” is an electronic
toolkit with tips and tools for the physician office on cross-cultural community skilis, use of
interpreters, and other key elements to communicate in culturally diverse area. CCH staff will
participate in the pilot sites cultural competency training and will be integrated, where appropriate,
into various diversity, privacy and other in-service training sessions.

This set of materials was produced by a team of health care professionals from across the country
dedicated to providing quality, effective, and compassionate care to their patients. Because of
changes in demography, in our awareness of differences in individual belief and behavior, and new
legal mandates, we are continuously presented with new challenges in our attempts to deliver access
to health care to a diverse patient population. This toolkit was developed to provide resources to
help address the very specific operational needs that often arise in a busy practice because of the
changing service requirements and legal mandates. The toolkit contents are organized into several
sections, each containing helpful background information and tools that can be reproduced and used
as needed. Below is a list of the section topics and a small sample of their contents.

Resources To Assist With A Diverse Patient Population Base: Encounter tips for providers and their
clinical staff, a mnemonic to assist with patient interviews, help in identifying literacy problems,
and an interview guide for hiring clinical staff who have an awareness of cultural competency
issues.

Resources To Communicate Across Language Barriers: Tips for locating and working with
interpreters, common S1gNs and common sentences in many languages, language identification
flashcards, and language skill self-assessment tools.

Resources to Increase Awareness of Cultural Background And Its Impact on Health Care Delivery.
Tips for talking with a wide range of people across cultures about a variety of culturally sensitive
topics, and information about health care beliefs of different cultural backgrounds.

Regulations and Standards for Cultural and Linguistic Services: Linguistically Appropriate Service
(CLAS) Standards,” which serve as a guide on how to meet these requirements.

Resources for Cultural and Linguistic Services: A bibliography of print and internet resources for
conducting an assessment of the cultural and linguistic needs of a practice’s patient population,
staff and physician cultural and linguistic competency training resources - plus links to additional
tools in multiple languages and/or written for limited English proficiency. This toolkit contains
materials developed by and used with the permission of the Industry Collaboration Effort (ICE)
Cultural and Linguistics Workgroup, a “volunteer, multi-disciplinary team of providers, health
plans, associations, state and federal agencies and accrediting bodies working collaboratively to
improve health care regulatory compliance through education of the public.” More information on
the ICE Workgroup may be obtained at their website: www.iceforhealth.org
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Interpreter Services

Members will be able to access needed interpreter services through the medical home. Additional
interpreter services will be available through CCH.

Cultural Competency Training, Policies, and Procedures in the Medical Bome Ulinic

CCH will work with our pilot sites to assure that training programs are available and adequately
resourced, that policies and procedures are available and consistent with the JCAHQ accreditation
standards for outpatient facilities.

The selected pilot sites all have the unique characteristics of service to diverse populations and have
developed significant programs to improve provider and support staff awareness of cultural
diversity. CCH will work closely with the sites to assure ongoing assessment and improvenent in
site cultural competency.

Use of Existing Groups to Promote Cultural Competency in the Medical Home

We will implement Centering Pregnancy and Centering Parenting in the medical home. Centering
groups provide a dynamic culturally optimized atmosphere for leaming and sharing that is
impossible to create in a one-to-one encounter, which contributes to engagement in care. The
groups provide support to the members and also increase individual motivation to learn and change.

CCH will leverage local consultants at the University of Wisconsin to facilitate training in both
Centering Pregnancy and Centering Parenting. The participating medical home sites have
expressed strong interest in these programs; one has begun a pilot in the Centering Pregnancy
model. The Centering model is on the forefront of system reform, provides care that is culturally
appropriate and emphasizes self-management and patient empowerment.

Case Coordinator

Case Coordinator Qualifications, Activities and Expectations

CCH will bring a case coordinator on board who will serve asa single point of contact for the
medical home pilot. The coordinator will assist in tracking member participation in the medical
home pilot, member progress on the care plan, including regular communication with the care team,
contact providers and community based services as and when needed to facilitate access, and assist
with other implementation-related duties for the Medical Home Pilot. The more structured duties of
the case coordinator during each stage of the pregnancy are being defined collaboratively with our
medical home partners.

The job description for the case coordinator will be as follows: Responsible for developing,
implementing and managing a business plan to partner with other resources in providing services
that improve the health of members in a particular segment of the business. Primary duties may
include, but are not limited to: Establishes and maintains strong partnerships with the various
workgroups and committees and serves as point person for community liaisons to plan and
implement high risk OB programming and services. Develops and maintains strong relationships
with pilot program providers, referral network providers and members and serves as a single point
of contact for various community liaisons to optimally coordinate service delivery. Interfaces with
both internal and external resources regarding policy, program integrity, program enhancement, and
improved program perfomance.



Monitor activities to ensure program objectives are met within established time frames and budgets.
Additional responsibilities include; scheduling, conducting and attending meetings, supporting
management in overall objectives, assessing costs and savings and assist in the payments of vendor
invoices. Compiles complex data, reporting and is able to assist in preparing and delivering
presentations as required. Develops a comprehensive understanding of health pian programs and
assists in developing training, outreach and provider and member awareness, working with a wide
range of stakeholders. Maintains contact with and knowledge of the relevant issues in areas
applicable to the business segment. Resolves access and cultural sensitivity issues identified by
staff, providers, and community organizations and develops outreach and training activities related
to those identified issues. Must have a bachelor’s degree in social work, public health, public policy
or related field. Master’s degree preferred. Experience with care coordination, and matemnal and
obstetric populations preferred.

Patient Advocacy Activifies

One of the most important roles for the Case Coordinator to fill is as a patient advocate. While the
member will take on more responsibility in a patient-centered medical home, the practice and the
Case Coordinator must advocate for the member in many different areas. As an advocate for the
member, the Case Coordinator will work with different providers and community based services to
ensure the administrative and clinical aspect of their care in handled in a proactive manner so the
continuum of care is not interrupted. The Case Coordinator will also advocate for the member to
the family and other caregivers in especially so that all involved will understand and support the
member in the quest back to health. Community Advocates staff will also work closely with the
case coordinator and the pilot sites to provide feedback and, when appropriate, advocacy, to assure

that impediments to care are minimized.

At Discharge

The new mother needs support and reassurance during the postpartum period to instill a sense of
confidence and to encourage a healthy mother-infant relationship. Consistency of the information
provided to the new mother by the hospital staff can assist with this confidence.

Per standard of care, the discharging physician will instruct the new mother on expected postpartum
changes and signs of possible complications. The new mother will be instructed to call her medical
home if she has questions or concerns. She will also be instructed on the timing and the importance
of the post-partum visit and given referrals to support services such as La Leche League and
Planpned Parenthood.

Contraception: Many women resume sexual relations prior to their postpartum office visit.
Therefore, it is important to address contraceptive options prior to that visit. Following standard of
care, upon discharge, the discharging physician will address both contraceptive options and risk of
shortened interpregnancy interval. 'The new mother will be advised 1o initiate contraception well
before the postpartum visit and prior to the resumption of sexual activity.

If the new mother is undecided or declines contraception at the time of discharge, contraceptive
options will again be addressed during the post-discharge call, as well as during the post-parium
visit, as described below.



Posi-Partum Activities (first 60 days)

As specified in the contract, if the member has a healthy birth outcome, she shall be enrolled in the
Medical Home pilot for 60 days post-partum. If the member had a poor birth-outcome as defined by
the Department, she will continue to be enrolled in the Medical Home pilot.

The Case Coordinator will stay apprised of the treatment plans for the infant and the mother
developed by the OB care provider with input from the mother, including needed appointments with
other providers who are appropriate to provide ongoing services for the mother and infant’s specific
needs. After the initial appointments have taken place and the 60 days post-partum is complete, the
mother’s enrollment in the Medical Home will cease.

Post-Discharge Call: CCH will use its Post-Discharge Call program to follow up with the new
mother after being discharged from the hospital. Leveraging real time data/information on the
member’s date of delivery, post-discharge calls will be made within 3-4 weeks post delivery in
order to ensure that the member’s post-hospitalizations needs are met (including family
planning/contraception options). Actions will include but not be limited to ensuring that the
member has made a post-partum appointment, reinforcing the importance of the post-partum visit
with the OB care provider/PCP and assessing whether the member may need additional supports
such as transportation assistance to in order to keep her appointment.

Home Visits: Community Advocates will follow up on members who are difficult to reach and/or
miss their post-partum appointment.

Post-Partum Appointment: Medical home members will have a post-partum visit within 60 days
of delivery. At this visit, the provider will assess the new mother’s adjustment to life with the new
infant and address topics such as the health of the mfant, difficulties with breastfeeding, retum to
sexual activity, contraceptive plan, plans for future pregnancy, risk of shortened interpregnancy
interval, and interconceptional care. In addition to these, the post-partum visit will provide an
opportunity to facilitate early screening for fhe new mother’s mood and/or post-partum depresston.
Members screened as at risk for depression can be referred to CCH's Behavioral Health Program.
This component is designed to decrease the severity and length of depressive illness through carly
screening and to improve service coordination, so that mothers-to-be and new moms can experience
an increased quality of mood and of life. The OB care provider will remain responsible for medical
support services to the member. For those in the Future Moms program, the HROB case managers
will collaborate with the OB care provider and CCH behavioral health specialists to ensure
coordination between behavioral health and medical services.

Transition of Member’s Care to PCP

CCH recognizes the importance of continuity of care for both the newborn and the mother. After the
member’s 60 days post-partum in the Medical Home is complete, the Case Coordinator shall
contact the member’s PCP to inform him or her of the birth outcome and any concerns that the OB-
care provider has regarding the member’s health post-partum. As required by the contract, the Case
Coordinator shall also educate the member on inter-conception care specific to her needs. The Case
Coordinator will follow-up with the mother at least twice a year for two years following the birth to
ensure the mother and child are receiving the appropriate care.

CCH will also support the transition of the infant to a primary care physician that may mnvolve a
pediatrician or a pediatric sub specialist. Where possible maternal and infant care will be continued
in the medical home, but in circumstances requiring specialized care or where there are particular
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geographic considerations CCH’s access 1o care 1esources will be used to place the member in the
best-fit care environment for their needs.

Reporting to DHS

As required by the contract, CCH will submit to the Department by September 15, 2010 a detailed
plan on how it will implement the medical home pilot mode! by January 1, 2011. The plan will
address all of the required elements specified in the contract as well as reflect the proposal
submitted as part of the RFP bidding process.

CCH will also submit a report to the Department semi-annually—one December 1 and one as part
of the HMO’s Annual Performance Report due June 1—evaluating its medical home pilot. The
report shall include:

1. A list of OB-Care providers participating and which members are assigned to each OB-Care
provider;

2. A narrative describing how the Medical Home satisfies Basic Requirements criteria (a)
through (h) specified in the contract;

3 A narrative that includes specific examples ol processcs and outcomes detailing how the
Medical Home, in conjunction with the care coordinator, provides comprehensive and
patient-centered care, and correctly identifies the needs of the member;

4. Quality data findings from quality findings listed under (f) in the contract;
Status report on patient access standards from (b);

6. The number of new members recruited to the Medical Home for that year as of the time of
the report, and;

7. Any corrective action that is being taken to meet the requirements of the Medical Home
pilot.

Payment Struciure

CCH is vested in recognizing and rewarding the added value provided to patients through the
medical home. Qur proposed reimbursement model provides enhanced reimbursement to our
medical home providers beyond what is covered under regular Medicaid fee-for-service and
compensates providers for the management of a patient’s health care needs across the continuum of
care.

The proposed payment model will consist of the existing fee for service reimbursement
methodology which is in place with the contracted clinics.

As elaborated earlier, effective January 1, 2011, Medical Home providers that complete and submit
the NOP by fax to CCH will be eligible for a financial incentive of $23.

CCH will develop a wide-spread promotion of the Department’s proposed additional payment of
$1,000 per good birth outcome to the OB-care provider, starting July 1, 2011 (in addition to the
$1,000 payment for births to members enrolled in the medical home).

I addition, CCH will employ a case coordinator 1o serve as a single point of contact for the pilot.
CCH will also provide part time on-site outreach staff to pilot sites to reduce administrative burden
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and support medical homes sites in investing in the infrastructure and process changes necessary for
the successful implementation of the pilot.

HMO Representative

CCH is committed to working in partnership with the state and key providers in the community to
design and implement a new medical home pilot for pregnant women who are at risk for having a
poor birth cutcome. We understand that this is an important public policy priority for the

Department and we are committed to providing the necessary resources and staffing to ensure the
successful design and implementation of the medical home model in accordance with the contract

requirements.

Bruce Kruger, Director, Field Operations, based in Milwaukee, Wisconsin is the executive sponsor
and accountable for the successful implementation and oversight of the medical home pilot. Subject
matter expertise will be provided by Harvinder Sareen, PhD, MPH, Director of Clinical Programs,
based in Camarillo, California.



0107/Le/TL 1 28ed

SAHA

3[EpUBID/UCIESUM BUDIPBI Alue] egsaynepn buipnoul ) S9}1S J1ul|D duRIpa Anwed- MO
qwesboud Jopd au1 nege syusied anpadsold 03 uenewojul ANGUISIP |1 13HISS

Ajjwey pue sniaj ‘SeAlasWEL) J0) SN3EIS iRy paaoidul

Buiasiyoe ui speob diayy 193w wayy djay 03 SIaqUIBLU B3 LM Bugssuped ‘dH)D 18 palayjo mou
$20IAIDS 94BD [BYeURId [ensn B3 0 JUSWRIUEYUD ue 5B paquDsap aq M wetboid syl tdHID

*12qLUBLL DY) 0} PIJEDIUNLILIOD
3G |[IM 10]ld SWOH [22IPAW BY) MOY 3qLDSaT T

“AppqiBia 104 MBIASY 181N S0} IRqUISUL WES) 4O Ue pallal 3G M BURLD paninbal z Aue um
Ajenb oym sjusied ‘eusid J0ild 24l Buneaw syuaied asoyy AJnauap! Ajeuwad oy pala(dwod
aq |jIm ISIpDaYD Jatg B Jusunuiodde ue 1o) ut auoyds[2) sjusned sy TNAD/90 aw1aii

iUl ay3 ul aled buuibaq

0 shep maj & ulyym ysljdwedoe o3 Asea Aie) oq [{IM 10]id WO} [e2Ip3iA JU3 Ul papnpul

3q ued jewy sjuened BulAJauap] “USiA Yoes JYe U AU Ul WND SU3 AG PamaIARL 51 LeYD Aland
pue Apjaam pjay S0USIBJU0D ISED Areundipsipninu B Ul pamainal ale speyd uaned go mau iy
‘sapueubasd apy} uebaq Asy) 910J9q DU} SWIOS 1B DIULD 3] Ul U29s

24oM uswiom ueubaid ino Jo L5k “saouaMadXe UMO 9L 10 YINow JO PIoM LWoJ) sn O 200
UDLLOM N0 JO AUB|Y *Pased ale JUSW|[04us JO SUONPLSaL 93 4l [opow awoy ay Joj 2iqibia ad
J|IM UDWOM 85311 JO DLUOS ‘ydasor 115 e eade abely AlPAIISp pue Joge) 3 ym diysuone(ad asop
AJBA B DARL OS|E 9\ "UDUIOM jueubald 235 Jybiw Jeul syuawpedag Aouabiswug uoiesyp JBYlo O}
o yoeas 03 Buluubag ale am pue J07d DU JO OMY I1EBA Ul D12 DM “%bS 03 YT WOY SHE0M 5T
240454 2180 jejeuald a1eRIut 1Byl UBUIoM JO JOGLUNU DY) PISE3IDUY DARY M ond sy jo Buuuibaq
Al |0UIS "1apiaald g0 paysligelsa ue noyum Juswpedeaq Axusbiaw s,ydesor 15 o1 pojuasasd
1€1] USWOoM 10§ 31ed SaJEUIPI00D Jel welboud 1o5id e Buluund a4e AUDLIND IpA BIED jeeuald
10} JUBSa:d USLIOM 1) SAEM |RISASS BJB BI8Y L W e16oad Aduapisay go s,udesor 1S

Mmo[2q 7 "ON 295

151Ul SURIPAW Ajlwed MOKW

‘maIAlelU) sabeuell 9seD qO [enul 3U} yBnoayy 1o Usia

g0 jemui sU3 ybnoauy uaddey jim J0]id SWOH [@3IPRIN 90 SU3 4O ped e aq 0} payenb se syusned
1O UOREDLRUBPT "UoNEeINdal pue oL JO PIOM UBNouL AjISoW suop ) [BURJR1-JPS AUNWILLOD
aUy Wwody [elsasel JI9s ybnoayy 1o IStA DIULD [EDIpRW B 3B AoueuBaid o sisouberp yBnogy
payRuap! a4e syuaned eubald ((DHISS) 193ua) Yl|eaH Ajunuwiwo) 1920S JusalxXIs

TA0]jo] SIIUID JoULed Jno Aq posh soydeoidde Jijioods

ond auy J0) siequiaw |enuelod Ajiuapl 03 |00} SU3 FdURyu

031 SOWH 2T Yam d1om [IM pue SOIWH d43 JO Ie Aq uonesedood U padojeAsp Sem 3 se siaplaoad
||e O3 JByjiLuey W0y (BRI foueubaid ayy 2sn 0f FNURUOD |[IM dHDD ‘s 3\ 404 sseoold sid
Ajpdwis o) rauiepinb sUl sk pJemio) 395 sey aje1s |y eI s ybly aul Buizi|n s824n0s Yo
Aue pue jusuwiedaq Asuabisu ‘sHQ Woy podal sewomno yuig AuyesH sy s3)joius Jagquiawl
MaU ‘uoneaynuap! 4SS Jequiswl [ULIO) |eliaial foueuBaid auy Buizyian ‘sieuied JapiaoLd aNo ypm

LONRIOqR[0> Ul PAYRUEP! 34 il S1equiaw Y1 H(dHDD) ueld U3Ie9H Ayunwiwiod S,us.piid

"paluDpl 8Q (lIM
uonejndod payebie; sy moy aqUIseg 1

yoea3nQ Joquian

UEld WijeoH AQunwiiod s,us.pliyd — Ueid OWH |

sjieRa /wall




010Z/LT2 7 98ed

SdHA

7oltd Byl

ul sjedpued o) pabeinodus pue wes) go 24t Aq pajasunod Apenpiaipul 3q [m weaboad jond a3
10} BulApenb se paljuapt aie oym sjusned ‘siuaned (e o) siqejiear apewl 34 fiimM OlWH 2 Ag
sn 0] paplaotd sjelialew [euceLLlou respuab pue s1@isod ‘SR01YJ0 N0 3 INAD /0 SwiLai
"AJlRIIOLL JURJUL/|ETR) 2SEBIOID

03 SIBPIoY S3E1S APUNLILIOD J2L30 AuBul Yum AfSSO[D SHIOM pUR pieog AjjeLiop Jejur/|eyad

B3 U0 SHS WND DUl 2y, Juawedap yiesy angnd a3 yim sdiysuoriejat buolis aaey osje

BAA "SIUBAR AJILNWILLIOD IDYI0 pue Sitej 193.eD |00UDS ybly se yons sjuaAd AJLNWLIOD Je Loeanno
S30P 0S|2 DJUIPD UL "W WO S[RIIS4S1 BAISI2] pue 2dUBRl|Y Buipaa)isealq UedLIBWY ueduly 3
puR UORIROD LIERH doR|g aUl ‘|Ief SNemlil 9UF YIM HIOM S "SHSU |eposoydAsd pue |eoipau
ybiy swened ano jo Auew Buipuey jo 2iqeded (934 30U Op Jel) AJUNLILLIOD 2Y3 Ul s4epiaoid fayio
wo.) suaned 2A/R231 9 “ARUNWILLOD au3 Ul sdiysuone[as Auew aARY SI0JRUIPIOO]) 1e) |RleuRld
pue siaylom |2100s IO ‘sjuaied JBo Jo 5131Sis puR Spuatij ale syusned ano jo Auely Buimol|o)
Yo Jo piom Buois e saey 0S| 9 "seale abelly AlsAlRQ pue JogeT pue jusunledaq
Aduabiawg sydesor 115 Yim diysuone|al 9sopd e padopAap SARY BM palels Alsnolazad

sy "AID B3 Ul YDBDIINO JO SINUSAR [RI2AS SARY B fuelbold Aouapisay go s,ydosor '1s
*5)IS1A SLUOU SE [|[oM S8 1DEU0D ([lewa pue (jew ‘suoyd eia Aoaitp

peanno auy) epiaold Jo yeys Buisinu Ag (yDea.n0 SRUIPICOD JoUie |IIM S)IS 343 UO Buipuadap
J0JELIPIO0D 2183 10/103_UIPI00D BJED) [BIRUDI SIMULD B} 'SOWH BU3 LiIM SaiIADe Bupelbau]
:S9JIS 21UlD BUPIPIW Ajlwed -pMOW

‘uawom Jueubaid Jo sjeaaal 1dozoe o) 9|ge st DHDSS UYoeaaino OlH Buimojiod 1IHISS
‘wetbosd auy Yum pajeposse Sasiny Jo/pue

SISYJOM JRIDOS JURISISSY Loealin() uoljeulpioo) ale) AQ pauliopad aq (M Yoeanno :dHID

"yoeano oy} wiopad (i oym 2gUIsaa g

"JISIA DIUID 1511 JO W) 12 UCHBWLIOUI Uapiim pue
[equaA ypm Juaned spiaoad [ (DN 0 ‘YI/3SIIN ‘QIW) Jaquisul weel g0 :NAD/E0 SwWi1si
‘]apoOLWL Byl JO pawojul sJe sjuanied paynuspl jey) a.ns
LW 01 WND/IN U3 Lo |8y [itm Ajiqisuodsal sy 1 "auoy |edlpatu auyy HuiuIoued Jusned ey}
Yim STEDIUNWILLOD 03 Alqisuodsal 5,2U0aLU0S BLUI0DR] {|IM 1] PRLIIUSPE Usaq sy Juaned suy souQD
uarjed auy 0] SIIBUSY PUE SWOY 3} 2qLI2sap (M Japiaoid 1o JDNd 'sasinu pasalsibal ‘soniom
[eos ayy Jayya padojpaap st Bundios merdoidde sayy rwesboad Aouoapisay 90 s,ydasor 1S
‘uotssnosip Bujobuo Jay ojul swoy [B2PalY 90 4] 01 Sadualajal anetodooul
1M BYS {9 [PuuRYyD AL U0 (Lpuow/Satn 7) Joanguiuod Jenfal B S Ajnde) audlpatu Apuwiey v
‘sousliadxa Aoueubald Bulsiual auyy Jo
yed se susia dnolb go 03ul SWIOH eDIP3 0 94l Ioge UoIssnosip Bujob-uo ul Buipng  »
juaned sUj) 01 S12UDQ S) PUB SWOH [e1paly g0 2yl Inode uoRetLlojul
Buipinold 23esodiodul [jim JSIA O [eRIUL Y3 pue $5900.d eIl 3Y] J0) S|000]04d -
SOUSgOM o
seale AQQO] 843 Ul 5193504 *
:(seuapIsal UPIPal Alled sAIRKW 1S-BIQUINICD PUB BUIPI Auied




010Z/L2/T] ¢ 95eJ

SAJHA

Buipnpul suonipuod A 10} syuaucdulad buimo|ios aul spniul ey sapiod sey oup Yyoeg

:$831S DIUID BUPIP3W Ajlwed -MOW

‘sjuaujuiodde moys-ou Aue uo dn moj|cy 01 pue Ausujuiodde

Jay o1 Jond wsned yoes 0} e auoud fapujwsl e ayew 0] s|qe|ieAe Jobeuews ased g0 JHISS
"SaUSIM SDGUIBW BUY JI ‘BDIAIRS suopel] 93 yBnoayy auoyd (192 83y 10} dn Sujubis uum
sipquawt weboud jond gO SWOH [BDIP3IA ISISSE [[IM SOIS JEDIURD DU 1o dHDD Byl Angisssooe
Asea 10y Jonduwod pue suoyd (130 Ag Amgejieae yam ‘Jepiaoid aiedylesy sl Yim uoneioqe|ied
2|qeUS O 9IS 30|Id SWIOH [221PBI YoRS O poubisse 9q ||iM 101euIpIoeD 3IeD Y :dHDD

-syuawiuiodde puane pue doo siEquIBW
1RY) 9INSUB |[IM QOWH 241 Moy 8guasad "¢

=HeIU0) [2nsn Jal] Uoeal 03 o(qe 3,usl uened JI wsiueydsu

dnyoeq e se ||ed uo S[gRjIRAR BSINU B 1M S||ED sydadse aul abelly 95InU SdHDD SPUSYa8M

pue Buiusaa ‘sinay yjo Buung “dHOD pue uald 2y} pue Sj1s swoy [EDIP2W BY3 UDaMIB] UOS|E]|

© SB DAIDS [[IM 10]JRUIPIO0D 34D JUR]SISU0D B “o1d 2u3 wl psbebus Jsquisw aLy doay 03 pasn aq
M (spaed b ‘swian Ageq ‘santiw auoyd |20 - ajdwexa 10} SIARUIUI 12115 10]id BWOH 1EDIPRIN
U] 12 Paskq J0JRUIPICOD BIRD B JARY J0U 520D IBGUIBL a4 ] J3gUIBLL PaJ|0JUD B3 pue DS

10)1d SWOH [e21pa1 YoRD 03 paubisse aq ||Im (J2X3I0M |BID0S 10 asinu) Joyeuiploo) aled v tdHID

"SLUOH [BDIPSIA DY UM
SIaquUB Ue3ad [IM OlWH U3 Moy 2qHassd T

uopualay IquIB N

5|0 auoyd pue SysIA usnbasqns (e bunnp

POPISU SB JUSLID3I0JUISY "SISqLUBL LWea) 34D Aq paouojuial pue uepisAud ayy Aq Aljeglan
UaAIB S| UORLLICILE 1DBIUCD PUB 4ED SINOY-JaYY "HSIA DUl 35IY 1943 BULIND SUOIITIISU] USTIHIM
UM pUR AjJRCUSA LOPELLIOJUI Papasu (2 Yhim pajuasald aq ||m siuanied NAD /90 SwiEa
‘UoRewIou Jueltodiul siyy Jo pauoju; syuaned daay 0} Ayjiqsuodsal ey 21Ul auyy W sauldsip
1y "subls uebuep pue uopeulIojul SIUY WIM pled juaunuodde pajund-aid e aARM ||B A2ul
'sanoy Jeye djpy [expalu 3196 03 Moy pue (8D 0] UayMm 's1noy iR uo Acueubead JipY3 Huunp
SDLUN |e42A3S AjlRqlaA UORLLIOJI SAD2] suaned ||v sweibold Acuapissy g0 s,ydasor IS
"o(1d g0 SWOH |edIpaid 33

ul pajjoluR UStlom 0} 53Inpanold Ssa0oe Ul ulejdxa [jIM SI0JeUIplooD 2183 23Rl Ajiwed YL

_ 1SS D1Ul|) duIPaW Ajlwed -MOW
‘slafieued

9527 g0 o1 YBnoIy) UOQRUIO)UL/SDDIAISS 553008 0S| syuaned jueubaid -juaned yoes 0}
PaINGIASIP S|RIITRW USTLIM YBnoay} D1l no Jo 95N 3noge LoRewIojul aAlE0a] SJU2NBRd 1DHDSS
IEIUOD SINOY-Iaye pue syuaunuiodde Bupjew Bupiebal

sapijod Jejnopded J2y1 IN0qe SICUISUI 3EONPS |[IM DIUND Yor "esLie podu ay] pinouys sinoy Jaye
Wea] 2182 1I9Y] UO SUCDLIOS 0} 559038 auoyd dAey SISqLUSW JeY) 3insus 0 aoeyd Ul sa1npa2osd
pue sapljod 2ABY SIUND Jauled O JO |y 23S SWOH [EDIP3IN 24 42 paseq JojeuplooD

ale3 B UIM 10 dHDD 18 Paseq JSyus 101eulplooD aie) @ YiM pajisuuod aq |1im Jaquiswl

ay | -(uoneulou) eI pue ssofpeld anbiun SARY |[IM SWOY {EDIPaW ORD) WOl SA0IALDS
BuiuiRqo og [IM AL} SIS WOy (eDIpSU 2Y] U0 UOREWLIo! uanlb aq M Jagusw 241 :dHID

'(jlews 1o suoyd Ag uoyeuliojul Buimef ‘a1

SINOYJSYE @3S 01 2I9YM pue uaym ‘sinoy

-6'9) 2onoeld Swoy [eDIpaW SiLL 9Sh pINoYs

ays moy yam buoje tsquisw 3y 0} pouleidxs
aq |[IM oy jedpaw aU3 moy 2qUossd "5

siaqualu ayy voddns

0} 91BJ0gE[j0) pUR YIomIdu 03 SBupzaw Aue Buipusne (maj e Jo sa|dwexd se) dnolb AlosIApy
21215 LW ‘dnoub YWiN4 ‘aAnelogerjoD [endson ‘uonieo) Bulpsansealy ‘UOME0D YiESH XOEIT
I ‘sdnoub AJunuod 03 SNUIILOD |[IM LU2eans ‘wieibold uorewps00D) 21e)) |EjRUSld N0 M
15Bd BU} U SB 5324N0SD1 PUR [BLISID) Joj ARUNLILLICD B} 3Z]|1IN 0] SNURUOO [|IM OWH 2YL :dHID

-AGa1ens
Upeanno 4yl Jo ved se sepjoysyes
1330 pue sdnoib Ajlunwiuiod punsxe

LM S3e10qejjod [jIM OWH B} Moy 3qudsag v




010Z/LZ/TY ¥ o8ed

S4Hd

(] 10U [[IM A3y MOLD| SjUBijed aseydsoune Bundesoe pue bulied AloA e pRieasd sey 0s|e dIulP
ay | "onoqe Isn{ z4# uonsanb o1 asuodsal 23S 9Sesld nuelbosd Aouapisay 80 s,ydesor 1S
“Aoueubaid 1oy) Inoybnosyy sueyd Juswiieas)
MOJ|0) pue pugisiapun syueied diay 03 yie=H didnd AWUNoTD) BYSHINEAA WO SB5INU
FONd B4 YIIM UCHEUIPIO0D Ul HIOM ||LM SI0}RUIRI00D 31Bd d1dRld Al BysYnep @
‘212 ‘swesboud jeuoneonpa Buipusne ‘Bupows
Buminb o1 “Jolaeaq Aujjesy u) Buibebus ‘sysia J0100p Buipuayie Joj syuaned o1 sjuled
SpIeMe UJUM 315 Wweibold 159N SHI015 B 5i NS 201kl Al 9|EPUBID/UCIEBUM  *
‘paziseydws aq | ueid aled sjusied
yoea jo eouepodw a4l poddns sead 1oj sapiunpoddo BuioBuo apiaoad Adueubald
Bupayuad ay) Jo Med se ‘sysia dnolb ‘sdn-ypayd yyesy sl Buipiaoad oy uonippR UL @
*a4eo Jo ued au3 0}
aAnepRl ssasboad sjuaned auy Yoean |im oM ‘plodal L3jeay JIU0NI3[S NG JO 35N SLR UM e
2l
Jo ueyd e Buidojeasp ul Juanied U3y 2bebus 03 2q ||IM JSIA GO [eIL! 343 Jouauodwod y e
:S931S OIUND PUPIPAW Ajwed MOW
|lom se poddns pue uoReINPD 10} B|GE|IRAR 34 ||iM Jabeuew ased
go 8yl ybnoays mojo4 abeinoous solweuAp/dnolb syl -Aoueubaid Jo yauow yoea oy paublsop
JUSUOD WIMNDLLND 2Y3 03 UOINPPE Ul “Inoge SJ0W uies| o3 3| p,AoU} s21do) AJuap; SoARSWBY)
syusned Sy3 1BY) YONS Paj-1as S1 uonednpa jusied fwesboud sigy Ut "ybBnoauy mopoj pue
uoREINPa Juaned SsaIpPR 01 BPIYSA JUS|IRDX2 ue st weibold Aourubaid Bunsiuad sl L DHISS

‘Aoueubaid auy Jnoybnouyy ueyd
JUDLLIESE B MO||0) 0} Siaqusw 2heinodus
|t SWOH |BJIPDIY BY) MOY QLI5S "¢

MOJRg € "ON 995 INAD/9O0 SWL1BJ
‘Ageq
MaU 1P Ao stadelp Jo yoed B wayl Bulayo Aq JISIA 1S4l IS 03 SWOD 0 USWOM sbeinoous oM
‘SLoW Bupjiom pue |00Uds Uy aie Jeyy suad) dipy o) yeam e b6
2uo J1wP BuIUSAD U UnJ 0S| SR "9duUR)dWiod sHRIN0dUS 0] WNWIUIW & 0f Sawl} HEM juaned
dooy 0 pey AISA YoM oM puR 18] BWOD Jey) sjusied 935 0] @SNJad J0U 0P 3M ‘syuowuiodde
10} spaau juaned Bunssw 03 S2LU0D 3 USYM B|GIXal} Ajeysjdwod ase osje o syl Ageq
LAng, pue 15N spos oy w buiddoys ob ued Asyy ‘sulod a3 Joy abueyoxe ul *sapunyuoddo
Buiuiea| Jo AdieA e u Bunedpiued pue sysia 03 Bulwed 1o} ,S)uiod, aae0a) syuened sueid
210 UO YBnoayy Buimoy|o) pue spsiA 03 Buiod 1oj aBuryoxa Ul SWay Aqeq ssplacid jeyy Ajlolos
p197 By} pue Suld JO UdJely SU3 Yum buneloqejjod welBold aAfuUSDUL U SARY OS|2 I ‘SARD
M2y} TXOU aU) UM jdde ue paiago pue ale sjuswiulodde jueyodwil MOY JO papulllal pue Ny
ue AQ pajjed Sie ,MOYS OU, Jey) sjusned ‘sjusunuodde juaied |[e 10 S||ed JapuIWRI op 3 1daY
2.2 S)SIA 2INSUS 0] SABM |2I3AS sey Apealje dJul syl sweaboid Aouapisay go s, udesor 1S
-ueyd
2JED BY} JO SlUBWBR 810 Jo sjusunuiodde Buldosy o) sisllieq Buissaippe ul juaned
DY) ISISSE [IIM OUM 0IBUIPI00D 248D g0 3Y3 A pa1onpuod aq {im dn-mojjos mouys-ou
g0 ‘syuswjulodde Buideay jou Jo SedUBNDISUOD 3] SE [|9M SB syjuaunuiodde Huidasy jo
aouepodWw) SY) JO POULIOJUI PUR PRIDEILIOD B8 MOYS-OU oym sjuaned ‘dn-mojoj MOUS-ON e
sfepuiwat Joplaotd pue yusned og sspnpul Jeyl Buluue|d Bsia-o1d @
:Aueubaid




010Z/LT/T1 G o8ed

SdHA

5Insu@ papasu i OIWH 241 Yaim Jeuped pue Juened a3 qum dn Moo} |[1M J0jRuIRIO0D) 4D YL
:SOUS 21UID) 2uPRIpaW Ajlwed MOW
J2QUIBLL DY} UYoea: 01 PoUIRLL B SUILLIZISP 03 S924N0s AUP 25N ||IM JOJRUIDIO0T 2IBD .
aWoY siaquiatl 213 3e ,,ul doip,, jIMm 10jeuwiploo) aie) e
J3719] B 10 puss [|IM J0JeUIDIODD 2123 .
(219 ‘jrewa ‘jooyps ‘aoe|dyiom
‘AgRg 943 4O JaLaey ‘pusil aaneRd a|dwiexs 10y ‘30302 Jo SopoLl a|qissod ||B uieiqo [jim
J103RUIPA00D BY} 1DEILOD [RIIUl SL3 18) JSquiaw ay] auoyd o] 1dwane [jIm Jojeuipioo) aed) e
“1siA ,ur dodp,, awoy Liaps| ‘suoyd ‘spoyioul BIsAas Buizijn raqua
313 1983100 03 JdUWDTE PUB 2115 SWOH [BIIPIJN DU LIIM SIOM [t JDJBUIRIOCD 31eD 3L (dHDD

da1s-Ag-dais

ul 96e6US |IM QOWH SU1 Jo/pue SWOoY (B3PS
aip) Jeys sainpadoid dn-mojjo) aLp S0LRSEP
nuswulodde ve sassiwl Jaquial € J]

9

*suaned Jno Jo jje yum diysuonejal buisn.ty pue asojd e Yslige3ss 0} SyI0M |eisuab

U] Meplom jeuoneziuefio Jno pue yoroudde 251nU SUC/I0Y0P BUO 4NO INAD /90 swWilaiin
1uawsbebua Jeplaold pue ud|D psNURUOD

yBnoayy syuaned syl Lilm paystigels? s) 1oddey swesboid Aouapisay 90 s,ydasof ‘1S

DU DYT O SBW0D Jusned By} usym pue suioy je ‘auoyd Aq

‘AenSad Juened syl Yim S3edlunuiulo ays ‘AaueuBaid sy) JnoyBnoiyl 'S$92UN0SAU AJUNWILIOD
syedoidde yym jusped 2yl s338UU0D BYS -Aoueubaad Ayjjesy e azowold oy paau 3yBiwt sys ey
voddns 30 [pAS] U1 SOYSI(RISD PUR JUSLLISSSSsSE jereusid e 53oNpUd BYS "IIULD Y1 03 suasaud
1511) 2US UaYM URWOM Jueubald Su3 Yum Sjaswl 10Jeulploo] 3Ie) |12 IO Jo1RUIPIo0) IeD Y
:SaS DIUID So1deld Ajwued MOW

syuaned oy Ypm uoresunwLLod uado

pue yodder ping 03 3om Os{e pinom welboud Adueubaug Buumuad) syl "sysia Swoy Ayuow
uBnoayy paulejulew Sq {jim Hoddel Buiobuo ‘oloid jopd siyy Jo sjuaLalnbal By} uo paseq
-auoyd a3 Jaao Jo uosiad W Jayle USIA el [eljiul Le suLioyad sabeueiy 258D 4G (DHISS
JUDI2 Y1 JO SP@sU B 195 0} UORIOGR||0D papaaU se pue penunued

3q 1M aJaL ) "soided |[e UDDMISY UOREDIUNWILICD DI [2a] D1E[IDE] O Jandwon ssaAm

B puk auoyd e saey |jiv 10JeulPICOD BIBD 3L "33 J0|id SWOH 121PDIW DY IR UD3S 2Je SJUdYP

S SJSUNOOUD SUNNOI BARY [jIM JJEIS 10]Id DUIOH |EDIPS BU} pue 1c3eulpioos aled 3yl ‘dHID

*5JaqWBL LM
poddel e ysiqeisa im 4els awoy jesipaul
pue I0jeuIpJo02 e By} MOY 2GHD5ad

'S

{ssoquiaw jueubald

payuap! Aue 1o OWH 343 0} s|eli2jal sapiroid jeu uoneziuebio Aue 03 papiacad aq 1jim SARUSIU
[eL10ja4 e adilexa 103) SPIBU JIaU) 19W SeY JOqUISW BU} Binsse O] sjelisjal pue $20Inosal

se 3AJRS Jey) sdnoib AJunwiliod {je pue Aue )im S1eloqe|jod pue Sz)jan [I#M OWH 2UL :dHDID

-ABalens uonuaisl

Jaquw 1193 Jo Hed se siapjoysiels
Japo pue sdnoab Ajunwiwiod Bunsixa

LIIM 2)BI0qRN0D {[iM OWH 24l MOy 3qLdsad

b

‘souendwos uejd jo souencdwl sy 03 se lequiall

auyy Bupeonpa se ([am se OWH 3 Aq papiA0id SaARURDUL BZIIAN JIIM FNAD/E0 WL
AoueuBald ay) Ul 201 1Se3) Je JaioMm |BID0S S 23S syuaned

le pue way) diay 03 SYSIA |8 e Way) 0] S|qejieAs JSHI0M [el0S e oaeY syuened (v “(sulod Joj
seniunyoddo atow) Adueubald Smus BY) ubnouyy sjusped a3y SMOJj0) B urjd a1e3 buyoeal
aAISURLR.dLLOD B Paleatd aARy SNY ‘suefd 24ed 4Byl Lo yBnoaLy mojjo4 pue syusuuiodde Jisu) 0}
awoo op syusiied usym patayjo i asleld ing buijou pue Buimoys ou Joj 1o 23e| buleg 1oy pabpnl




010T/LT/T1 o a8ed

SH4HA

-Apn3s jojid SY3 Ul JusLufjosua

S3EDIPUI 01 PAdMEW D4 fiim pJodal |ejeuld aUl JO UOIRIDS ,PIYNUSPT SI01084 HSId, P4l 'staplacld
24ED ||e 10} SoporId BY) UM PILNUDP! AUES[D B] ||IM Apmys Jond auyy oul pauajus juaned

tpeg rejeudoidde se apew sjeUafe) J0/pUR SUONRPUSLLILIODSI pUE ties] 9189 AQ passasse g |[Im
spasu dyneds Iejue o) payse pue welboid Jojid aU) Ndge pa[RsUN0d 3q JiM juaned 1IsIA 351y
a1 U0 Joid Bu J0) eHYLD 199w oym studied AJnuap! ||im 3SINN pue din INAD/90 awiLain
—uaned e yum Buiasw usym aDURINSUl

BuLIEIGO LM 20ue)sISse Aue salinbal Jusied s 4l (99Nd) SH03eUIpIo0D) 21ED) [BIRUBIG pUR
SIZMIOM |BID0S B} 0 [RLIJal B aplao.d 01 S|gelieAR N Jo Japinoad B sAeMje S| 243y L 1DRIUOD
Jeniul Jo SABP QT-Z UIYMM QW PUB NY 843 Lam jdde ue DAy [|IM D1l SU3 Ul 2120 15enbau

jeU) sjUaned "sse001d soueinsul ay3 uIGaq djay 0} J2XIoM |BI20S 10 J0[asUnod |elouBUY ) 89S
0] Ul BLUCD UBWIOM SABY S3LU} USYO am ‘@dueinsul Jo jooid ou 24NDaI DM IUIS DU 3Y) Ul 5995
Juened e uosiad 3541 aU) 5q 10U Aeul Japiacid O Sy iweibold Aouapisay go s,ydesor "1s
‘WIea] SWes 3] Jo loquuawl iayjoue yIm painpsyos aq jjim

suawnuiodde Aep Jenopied e Lo JjUID Ul J0U S| dDd 243 41 3ig1s50d H d3d SYI UM PaINpayds
aq M sjuswiuiodde Aep swes 10 JUSBIN *dDd BYI LM PBINPILRSs Bq [itv syuswiuodde
senbay jiy -aied Atewnd pue $211181540 Ulog ‘B1ed S 8qUieLl Yies Jo spadse || Buneuipiood
10} ajqisuodsals S| UDIyM Wes) e Jo Jopes| aU} se uoioun] fim d0d 1eyL nuawnuodde

15413 11211 18 (g0d) Japiaoid alen Aewnd e paubisse aq [jim J2quisi Yoes aonoeld yoea WU
i3S DU SUPIPDW Ajlwied MOW

‘fouruBaid Bulnp SKND-AG 104 paied sjusied j|e J10) dDd JO 2101 UL 1Y [{M oyMm SISIUIS3UI

pue suepisAtyd Ajwes yum Ajpanesadood yiom oym (I ND) SSAIMPIA 2SINN PUILISD 935 S1ay30
!s5nss| |EDIpaW Jenbal 10) dDd JIey: Se uoiaun) os)e jeuyy suepIsSAyd Ajiliey AQ 1oy paled ade
syuaned ejeuald awos ‘ApeaufR SWOY [BDIPAW B S SUONOUNy DHDSS "peleniul s 910 jeyeuald
pue ‘pauleiqo st wexs [edisAyd pue Atosiy L, 40 Mau, B “Juswijuiodde [eRjul Jeyl 1y Jepiaodd

g0 2U1 Yim apeuw st juauijuiodde ue |jed usned Jo ‘foueubaud Jo sisoubelp uodn :DHDSS

JqLUBW 33 10} Anua Jo juiod
10 948D JO JPEIUOD 1511 BY) Se UoiPpUnj [IM
1opiaoid 21eD-g0 By MOy [1eIRp Ul 3qUDsag T

aJ1e) Jo ejuo)d isli4 40

‘popaou se 9oe|d $evje) UoIIedIUNWILIOD
us)UM ‘Ajleuoiippy  “dn-mojjoy [eUOIpPR 40§ paLou 9 |[IM DONd OWH S syuswiuodde
SAIINDISUOD OM] SSSSILUL JaGuUawl ayy JI ‘aled |ejeusid JeinBas pue JUSISISU0D 10} pasu 3w

ssau)s pue Juswitodde sy enpaydsal 03 sjuaned oeuod 01 siduwiayie omy 1ses| e alinbal jeys
syuauiuiodde go passiwl Suipsebal saunpadoid pue sepijod =oejd ul sey INAD/E0 swll1aj
‘lel palIeD puas (jim am auoyd Ag Jay yoead 30U Ued am Jl pue auoyd Ag dn Buimoljoy

1oy Ajiqisuodsas sey Ny 9bely sy3 sy yoeal Jouued aMm JI 'BWeD 0} 18y abeinoous pue

Aep 12U J2Y |20 01 AJ] [|IM BM SMOYS OU wusned e usypy swelbotd Aouspisay 90 s, ydasor 1S
syuswinuiodde Buideay 01 payAuspl skeleq S ssappe 0} papoau

SE ‘Sa0IAIDS JOUI0 01 OpRW 9 ||IM S|ELI9SY uauiuiodde ayy S|npaydsal |iim pue syuaunuiodde
Buidoay 03 sisrlieq Aue Ajauspl o uoned ayy 10RIU0D |[IM Jabeuews ased goO IHDSS

-aJed saalEal Juaed auy




010Z/LT/T] [ 9ded

SIHG

ﬁ D350 S| JIIP Y3 oy "UBDILID 3182 4O ay3 JO Wes) [Bapal at tim 1o 1ebeuel aseD
40 Ue YUM ey 03 3jqe ale syuaned ‘usdo s 3IUID USUM '/ 17 2|qe|ieAs a1e sueiUlD :DHISS
:Ajjenyinads "ajqefieae 5| 8BeISA0D SINOY-I9YE JO U0 SWOS ‘uado

10U 248 SOUID USUM 848D JO [9A3] 1B 3} 0} swiaygold abeuy Ajpierdoidde 01 a0iApe |R2IP3W 0]
sso0oe / /b opiaoid sisued (B2IUl3 JNo JO jjB ‘a13uMmAUR SDIUY |EDIPRLL JO Ajuiofew 1seA au3 I

—

-/ /6T PIQR[IBAR B [IiM DIApE
{e2IPaW J0/pUB JUBWIEAS) 18U} syuaWwalinbal
U} JO2W {|iM SPJepues 9SOYY Moy 2qudsed ¢

U [ejeussd

US1|qeIsS 01 10RO auoyd [Eniul 343 JO S1ep 3] JO H{P9M OM] LM ysunuodde ue 1940

0} sl (20D s,2WId)T 'splepuels YOON AG YHI0) 195 350U LM JUI1SISUOD sasuodsal jjed auoyda)o)
pue S)ISIA D130 10} Sawp Buiiem 104 saulEpinb ajqeidande pajdope sey INAD/QO0 Sl
150U 1B SABD M3 B UIYLM 10 MOUS-0U B JO App ouwes au) uswom Butsas USYO ! Aonod

MOYS-0U snosauab B sey 0S5]e DI SY L "IDEJU0D [BRIUT O shep QT2 UM Siusied yueubord

M3U 295 [|IM ‘2A00R BIaUMBSR pajou Se swelbold Aduapisay $o13915q0 sydasor IS

VOON YHM JUI]SISUOD 1B SpIepUe)s SS3008 1S93IS UL upipe Ajlwes MO
SpAEPURIS YOON UM JUSISISUOD B4e JeU] SPIBPUE]s W1 1IBM pUB SS2038 USNHM (DHDSS

‘spiepuels sl Iem justuiodde
apnppur 1dope [liM SWOoH [eJP3IA 24
el SpJEpURIS SSI00B USTIUM By} Bqudsed T

UOREdIUNWIUIOD PuUE SS300Y 10) Splepuels UsRLIM

‘siaquuaw
wiea] [jB 01 Uonewlojul Jo Mol poob ainsua 03 slaguipul wiea) [EAUID |je Ag 20UIa42d 40}

pUE §[2./2J94/SI5IUNCOUS JUBLUNDOP 0 PRSh B4 [[IM 19345 Moy [ereuaad 9y L "popIdU se PaAjoAul
3q [jIM $82IN0Sal pue DDNJ Buipnpul Jeis jeaiul [PUORIPPY "2.8D 23eUIpIodd O} uepisAld

pue Juaned og Yum sjoeianul oym ssinu PIjRoIPap B sey uepisAyd yoeg -juened winped

s0d pue jueubaid ay) Jo 8422 3yl 10} a|qisuodsal 5] UBIDLIRISqO BUQ INAD/E0 W13
‘suaned Xapdwos AlaA Jno O] aled

apIAGLd 0} SUBDW USTILM PUR |BGIDA 1304 yBNOoJY] SIEDIUNWILIOD pUER 12432b0) oM slaplaotd ||
pUR SNy 'SI210M |RID0S g 1aBeurL: ased gO welboid aasuayRiduwod Asa e ybnoJys ‘uleby aled
Jo Aununuod aplaold pue s|Gess ale SdN pue SIWND 243 iUl 241 Ybnody) 23e3ol Aew suepisiyd
WBPISAI SIUAL "l SUDIPIW |B12) [BUjeul B LM UOIEINSUOD pue dN 10 [WND 23 UllM
uorpunluod ul uepisAyd Juspisal B 995 UDWOM HSH b1y 350l "UBNOILY PEMO]|04 PUE PRYSIIGEISI
ale sued aled ||e 3ey) auns Bupjew Joj Ayjiqisuodsal ey jjim UlD Ul Ul (dN) Jsuonnoeld

3SINN 10 (IAND) 24MPILA 95NN PRUISD 24l sweboid Aouapisay g0 s,udesor 1S

plitlgR=(e

jendsoy Aunwiwod s2onpesd sy yim S31eulpiood osfe Wiea) 2y "S204nosad ANUNUWIWOD JUBAS|RA
03 sjeiagal apiaodd ‘dDd Ul Yim uoounfuod Ul ‘pue LONEINPD pue Loeano apnold siequsll
weo| uonendod jeieusid J1iay) yoed 0} swieay ayy Bugeus sanpeded Alxsibal pue aled apinb
0} saejdway ejeuald sepnjoul ey plodal jedlpau JuoLP3|R aAIsUsyR.dLtod B paple Jayung

S| Wwes) 3led ayy “I01eulplood el |eyeuald e JO S92IAIDS DU} DAL 05[e syuaied yueubaid
S35 OM] 1Y 18IS aD1jJ0-1u0y pue (siuelsisse [edIpatl J0/pue sNdT ‘SNY) [puuostad Buisinu

s oplaold PAsIPILL ‘suepIsAud Jo BusISUCD 'suues) ase-juaned ojul papIAp sI adrdeld yoed
:S2US DI BUDIPAW Ajlwed MOW

"5|R|IeAR 0S| SI UORE)NSUDD UoReeT] 'siepia0d a1ed go o

1O [1e yum Jpesuy siebeuen ased) g0 ‘portad wnyedisod ay) pue Aoueubald auy Jo uonelnp sy}
noyhBnoay) Jepinoid Arewd SIyy UM suaunuiodde oyew o) spew S| Jdwane Alaag foueubaid
a1 Jog Ayjiqisuodses Atewid saunsse (UePISAUd dd 10 WND) Japinoid [eaIpaWl 3UQ :DHDISS

‘uonouny |im (siepiacid 1ayo pue
' jopinoid 21e0-€0 ped| ‘sasinu ‘}1e3s |RDJUID)
Wieo] S0y |EDIPaW 3L Moy 2qLIDsad E




providers take cali for all of the patients. Through the central phone number, patients are able to |
talk with the on-call provider. These instructions are provided to the patient in the written
materials that all pregnant women receive.
MCW Family Medicine Clinic Sites:
Summary of relevant standards include the following:
A. Phone Calls:
+ FEmergency Calls
. -Immediate life threatening— 911 will be contacted by nurse if caller is not able
¢ Time critical situations
— Calis will be transferred to a triage nurse. If this isn't possible call will be returned
within 30 minutes.
» Office-hours Call Management
Triage desktop will be assessed every 15 minutes, The order for returning calls
will be based on the following guidelines:
. Potentially serious situations — call returned within two hours
»  Problems that will need to be seen today
= General medical/lilness type problems
= Non Urgent, test results and/or follow up problems
= Cails about potentially serious situations & problems needing to seen
today
»  Alt other calls wili be returned by the end of the day
o After-hours calls
» A triage service is employed for after-hours phone calls. When needed, the
doctor-on-call is paged for situations beyond the written scope of the triage service.
Faculty physicians are on-call at all times.
St. Joseph’s OB Residency Program: Physicians are available 24/7. Patients receive
information on how to access an MD anytime the clinic is not open. There are always physicians
in the hospital from the clinic and we have a system of documenting all patient phone calls
during off hours and making sure they get to the patient chart.
Patients have access to a Registered Nurse during clinic hours. Calls are triaged and those that
are emergent are handled accordingly. The RN always has access to CNM, NP or MDs if needed.
Patients receive a pre printed appt card that has information on how to get a hold of a health
care provider at any time. Cards are in English and Spanish. Women who speak other languages
have an interpreter at their appointments that can write the information in their language.
Our phone system is set up to allow women to get the hospital operator by pushing &. Even
women that don't speak English can easily access the operator. Women are instructed how to
share their language needs with whomever answers the phone and that person knows how to
get the appropriate interpreter on the line. All of our secretarial staff speaks English and Spanish.
LifeTime OB/GYN: 24/7 access to treatment and/or medical advice is achieved by the use of
an answering service and physician on call during hours clinic is closed. During clinic hours
patients may speak with their nurse/physician/care coordinator.
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